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June 5, 2018 

Ms. Nancy Storant 
Ms. Annette Wilson 
State Purchasing Bureau 
1526 K Street, Room 130 
Lincoln, NE 68508 

Dear Ms. Storant and Ms. Wilson, 

ConvcrgcOnc Corporate I leadquarters 
3344 Highway 149 
Eagan, MN 55121 

Tel 1-888-321-6227 
Fax 651-994-6801 

Thank you for the opportunity to participate in the State of Nebraska Solicitation Number RFP 
5824-21 Hosted VoIP Service. We understand that the State of Nebraska ("State") is ready to 
invest in the future and the systems that will enable new ways of conducting business and 
serving their staff, residents and businesses. 

Experience expectations continue to escalate, and ConvergeOne ("Cl") is uniquely positioned 
to deliver what the State is ready to do today as well as continue to strategize, roadmap, and 
deploy solutions that deliver results going forward. 

Cl is the leading independent integrator of best-in-class communications, collaboration, and 
customer interaction solutions - offering a visionary approach to managing costs and service 
delivery while simultaneously improving capabilities and reliability. We achieve success by 
working closely with multiple technology innovators to integrate the latest hardware, software, 
and applications into end-to-end multivendor solutions to meet the unique needs of our clients. 
We then deliver the solution in an easy-to-consume financial model with full ongoing service 
capabilities. This provides risk mitigation as we continue to see changes in the vendors 
supplying technology components in the market and keeps government entities from 
perpetually investing in administrative training and service delivery vehicles. 

Your Cl team asserts with confidence that our many years of success with local, state and 
federal governments combined with our in-depth technical knowledge and dedication to 
customer service provide the highest value to the State. We welcome the opportunity to 
demonstrate our commitment and determination in contributing to the State's success. 

Sincerely, 

Lisa Porter John Mccaslin 
Senior National Account Manager National Account Manager 
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EXECUTIVE SUMMARY 

State of Nebraska State Purchasing 
Request for Proposal for Contractual Servict:s 

Solicitation Number: RFP 5824 Zl 
Executive Summary 

ConvergeOne is honored and excited to respond to the State of NE Request for Proposal for 

cost-efficient Hosted Voice Services. The requirements, as described in this RFP, are very similar 

to other ConvergeOne clients. The critical element is determining the details that make you and 

your situation unique. ConvergeOne believes that building and growing customer partnerships 

is the best way to create success - for the State of Nebraska (State) and for ConvergeOne (Cl). 

Partnerships begin by understanding your needs and challenges and drawing on our expertise 

to find solutions and transfer this knowledge for your continued success. 

Cl is a trusted resource for many companies nationwide. Cl is the partner of choice for more 

than 11,000 customers ranging in size from small businesses to Fortune 100 companies. As a 

leading communications solutions integrator, we offer a comprehensive array of 

communication solutions and support, including Cloud Solutions premise PBX and messaging, 

contact center, unified communications (UC), mobility, VoIP, and converged network 

integration, maintenance, and consultation, professional and managed services. 

Cl was the successful vendor chosen by the City of Lincoln in 2012 for a similar Centrex 

replacement solution for approximately 3,000 users. While in 2012 Microsoft was not a 

complete voice solution, the City deployed an Avaya VoIP solution. We ask that you to reach 

out to Steve Henderson, CIO, for a point of reference to Cl's successful and timely 

implementation of this project. 

We see the State as a valuable partner and look forward to working closely with you to support 

your efforts to improve productivity and reduce costs via Skype for Business Online Voice 

Services. This RFP response describes a key investment in Skype for Business Voice Services to 

increase employee productivity, reduce costs, enhance user experience, and move the State off 

of existing Centrex lines to a modern communications platform. 

Microsoft Cloud PBX 

Based on the current Microsoft license platform the State has deployed today, Cl has identified 

several key financial, technological, and operational reasons why the Microsoft hosted voice 

solution is the optimal Hosted VOiP Solution for the State. These include: 

• State technology roadmap moving forward - our Cl proposal will utilize the State's 

current Microsoft licensing to invest in and propel the future vision of the organization. 

• Cost-effective Microsoft Voice cost license in which the State will receive use-rights for 

10,600 Voice licenses through the end of its current Enterprise Agreement (expires May 
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Rcqucs! for Proposal tor Contractual Services 
Solicitation Number: RFP 5824 Zl 

Executive Summary 

31, 2019) and through its current Microsoft LSP partner for a low monthly cost of $4.04 

per User per Month. This $4.04 per User per Month cost is guaranteed by Microsoft for 

the entire five-year term of the Hosted VOiP contract, no matter which partner is 

managing the State's Microsoft Enterprise Agreement after May 31, 2019. 

• The low cost of the Microsoft Voice license has been included in the monthly rates for 

Basic, Standard and Premium models quoted by Cl for Option A. This licensing model 

provides a cost-effective Hosted VoIP solution that meets all of the State's 

requirements. 

• Security, Compliance - The Microsoft Cloud PBX is located in a Government Cloud that is 

Fed Ramp, CJIS, HIPAA, and IRS 1075 compliant. This is important as there are specific 

security guidelines around VoIP deployments that Skype for Business natively (and 

hosted in the Government Cloud) absolutely meets. These are very difficult security 

certifications to achieve. 

• Microsoft provides a financially backed SLA for uptime in the Microsoft Government 

Cloud. This SLA is financially backed direct from Microsoft, not a 3rd party. Please see 

attached Microsoft SLA document. 

• No other Unified Communications platform on the market has the level of seamless 

integration that Skype for Business does with Microsoft Outlook and other Microsoft 

Office applications. Of special note is the ease and simplicity of how the Skype for 

Business "Click to Call" feature operates. 

• Skype for Business Voices Services integrates natively with Microsoft Service Manager. 

This integration streamlines the ticketing process, reduces overhead costs, and 

improves business processes and governance policy. 

• Support the development of a robust statewide telecommunications infrastructure that 

is scalable, reliable, and efficient. 

• Support the use of information technology to enhance community and economic 

development. 

• Promote the use of information technology to improve the efficiency and delivery of 

governmental and educational services, including homeland security. 

• Ensure the security of the State's data and network resources and the continuity of 

business operations. 
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Executive Summary 

• Promote effective planning, management and accountability regarding the State's 

investments in information technology. 

• Assists the Office of the CIO with its Core priorities for the State: 

http://www.nitc.nebraska.gov/documents/statewide technology plan.pdf 

Company Qualifications 

Cl is a strategic partner who can consult, design, integrate, operate, and optimize your 

enterprise and collaboration communications. We assist our clients with their strategies and 

develop short- and long-term road maps to put those plans into action. We have a premier 

Program Management team that mitigates the risk of embarking on business transformation. 

Our consultants map the customer journey so you can serve your clients in the ways they want 

and the ways your competition does not. Cl's multivendor capabilities also include monitoring, 

maintenance, and managed services from our state-of-the-art Network Operation Centers. Cl 

data center, storage and security experts help you optimize your back-end systems as well. Our 

areas of expertise allow us to guide you through the entire trek of moving forward from today 

to achieving your desired goals. 
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Exccutivc Summary 

us the ability to serve our clients with a custom-tailored approach for their business rather than 

being aligned with a specific brand. 

An Experienced T earn 

Cl's commitment to hire and retain only the best people is the reason why our company 

continues to grow at a double-digit pace. It's also the reason why we consistently receive 

exceptionally high marks on customer satisfaction surveys. 

Cl specialists average more than 21 years of experience and are responsible for the design and 

implementation of thousands of communications systems for companies in all industries. Their 

extensive experience covers the full spectrum of voice and data systems and a range of proven 

vendors. 

Many of our product and design specialists have earned certifications from industry leaders 

such as Avaya, Cisco, Genesys, IBM and Microsoft. In fact, our staff has garnered more than 

2,600 active, industry-recognized certifications. Cl continues to invest heavily in ongoing 

training and development to ensure that our professionals are always current on new 

technologies. 

Cl is part of the Office 365 High-Touch Partner Program where Microsoft has selected only the 

best integrators from across the world. Cl is also a Skype Operations Framework Partner listed 

here: https://www.skypeoperationsframework.com/Partners?SofPartners. 

The SOF framework provides a standardized approach to successfully plan, deliver and operate 

Skype for Business by incorporating practical guidance, tools, assets and recommended 

practices that can be leveraged by both new deployments and migrations from On-Premises 

deployments. 

Cl's engineering staff includes Microsoft Certified Solution Masters (MCSM) and MVPs for 

Office 365, Teams, and Exchange, former Microsoft developers, published authors, and 

renowned bloggers. 

ConvergeOne Maintenance and Managed Services 

Cl's Managed Services offer a comprehensive, growing portfolio of services that keep multi­

vendor solutions reliable and performing their best. In a business climate where you need to 

strike a balance between investing in technology and spending money wisely, there's a lot 

riding on the performance of your communications solution. You need to know you're always 

getting the best value for every communications dollar you've invested. 
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ConvergeOne has included managed services and support, which provides 24-hour proactive 

monitoring via Cl One Vision, remote telephone support, remote diagnostics, troubleshooting, 

problem resolution, software maintenance and software release management, patching and 

cumulative updates, and any on-site support Cl deems necessary to resolve a fault. One Vision 

establishes key metrics to be monitored so that you know about changes to network 

performance before they affect your users and your business. 

ConvergeOne Achieves Service Organization Control (SOC) 2 Type II 

Certification 

Cl is proud of our successful completion of the Service Organization Control (SOC) 2 Type II 

audit. Completion of the audit indicates that the policies, communications, procedures and 

monitoring of controls have been implemented by Cl and tested by an independent certified 

public accounting firm. This third-party validation confirms our commitment to protecting 

customer data and ensures our security program meets the standards of the AICPA's trust 

principles. The achievement is attestation that Cl exceeds the security, compliance and safety­

related requirements for controls and safeguards when hosting our customers' data. 

Conclusion 

After careful analysis, and the opportunity to understand your needs, our team has crafted a 

tailored, redundant and fault tolerant Private Cloud solution which meets and exceeds your 

stated RFP requirements. We have provided a cloud solution that is scalable, single, all-in-one 

solution which includes enterprise telephony and collaboration for the entire State. The Private 

Cloud model allows you to deploy quickly and "pay as you use" while reducing the demands on 

your IT team. 

The end result of selecting Cl and the Microsoft Cloud PBX solution as your partner and 

product of choice is that the State will be able to deliver the best service and support to your 

customers throughout your enterprise, along with an assurance of having a platform which will 

grow and adjust to the ever-changing requirements of your business. The incredible flexibility 

of our proposed solution will exceed your project initiatives and fuel your growth well into the 

future. 

Cl is confident that with the solution being proposed, we will make a difference to. We have 

the solutions, skills, knowledge and experience unmatched in the industry and can provide 

unique strengths the state needs. We hope we have demonstrated our desire to become your 

valued partner. We look forward to meeting with you to discuss our proposal in more detail. 

Thank you once again for allowing Cl to present our solution to the State of Nebraska. 
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Request for Proposal for Contractual Services Form 

REQUEST FOR PROPOSAL FOR CONTRACTUAL SERVICES FORM 

By signing this Request for Proposal for Contractual Services form, the bidder guarantees 
compliance with the procedures stated in this Request for Proposal, and agrees to the terms and 
conditions unless otherwise indicated in writing and certifies that bidder maintains a drug free 
work place. 

BIDDER MUST COMPLETE THE FOLLOWING 

Per Nebraska's Transparency in Government Procurement Act, Neb. Rev Stat § 73-603 DAS is 
required to collect statistical information regarding the number of contracts awarded to 
Nebraska Contractors. This information is for statistical purposes only and will not be 
considered for contract award purposes. 

X NEBRASKA CONTRACTOR AFFIDAVIT: Bidder hereby attests that bidder is a Nebraska 
Contractor. "Nebraska Contractor" shall mean any bidder who has maintained a bona fide place 
of business and at least one employee within this state for at least the six {6) months 
immediately preceding the posting date of this RFP. 

___ I hereby certify that I am a Resident disabled veteran or business located in a designated 
enterprise zone in accordance with Neb. Rev. Stat. § 73-107 and wish to have preference, if 
applicable, considered in the award of this contract. 

__ I hereby certify that I am a blind person licensed by the Commission for the Blind & 
Visually Impaired in accordance with Neb. Rev. Stat. §71-8611 and wish to have preference 
considered in the award of this contract. 

FORM MUST BE SIGNED USING AN INDELIBLE METHOD (NOT ELECTRONICALLY) 

FIRM: ConvergeOne, Inc. 

COMPLETE ADDRESS: 3344 Highway 149, Eagan, MN 55121 

TELEPHONE NUMBER: 651-994-6800 

FAX NUMBER: 651-994-6801 

DATE: Uun_e 1, 2018 

SIGNATURE: ( -5'?~ ~(Q__., 

TYPED NAME & TITLE OF SIGNER: Gerry Pelrce, Vice President - Sales 

May 22, 2018 ©2018 ConvergeOne 1 
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FORM A 

Form A 
Bidder Contact Sheet 

Request for Proposal Number 5824 Z1 

Form A should be completed and submitted with each response to this RFP. This is intended to provide the State with 
infonnation on the bidder's name and address, and tha specific person(s) who are responsible for preparation of the bidder's 
response. 

Preparation of Response Contact Information 

Bidder Name: ConvergeOne 

Bidder Address: 
3344 Highway 149 
Eagan, MN 55121 

Contact Person & Title: John Mccaslin, National Account Manager 

E-mail Address: jmccaslin@convergeone.com 

Telephone Number (Office): (763) 318-2106 

Telephone Number (Cellular): (402) 680-2835 

Fax Number: (651) 994-6801 

Each bidder should also designate a specific contact person who will be responsible for responding to the State if any 
clarifications of the bidder's response should become necessary. This will also be the person who the State contacts to set 
up a presentation/demonstration, if required. 

Communication with the State Contact Information 

Bidder Name: ConvergeOne 

Bidder Address: 
3344 Highway 149 
Eagan, MN 55121 

Contact Person & Title: John Mccaslin. National Account Manager 

E-mail Address: jmccaslin@convergeone.com 

TelephOne Number (Office): (763) 318-2106 

Telephone Number (Cellular): (402) 680-2835 

Fax Number: (651) 994-6801 
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CORPORATE OVERVIEW 

Bidder Identification and Information 

State of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Soliciration Number: RFP 58241.1 
Corporate Overview 

The bidder should provide the full company or corporate name, address of the company's 
headquarters, entity organization (corporation, partnership, proprietorship), state in 
which the bidder is incorporated or otherwise organized to do business, year in which 
the bidder first organized to do business and whether the name and form of organization 
has changed since first organized. 

Cl Response: 

Full Company Name: ConvergeOne, Inc. 

Address of Company Headquarters: 3344 Highway 149, Eagan, MN 55121 

Entity Organization: Corporation 

State of Incorporation: Minnesota 

Authorized to conduct business in all 50 states. 

Year founded : 1993 

Name and Form Changed: In October 2015, C1 (f .k.a., North American Communications 
Resource, Inc.) fully integrated its family of companies and now 
operates as a single entity. The integration was a major milestone 
in a long-term business strategy to acquire and develop a 
comprehensive portfolio that provides one of the broadest and 
deepest solution offerings in the industry. This companywide 
initiative included a corporate rebrand, streamlined and 
conversion of internal systems to ensure consistent, efficient 
processes and delivery mechanisms, which have provided the 
highest-quality outcomes for C1 employees, customers and 
partners. 
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E.I Converge One 

Financial Statements 

State of Ncbraslrn State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: RFP 5824 Z I 
Corporate Overview 

The bidder should provide financial statements applicable to the firm. If publicly held, the 
bidder should provide a copy of the corporation's most recent audited financial reports and 
statements, and the name, address, and telephone number of the fiscally responsible 
representative of the bidder's financial or banking organization. 

Cl Response: 

ConvergeOne Investment Corp. and its wholly owned subsidiary, ConvergeOne Holdings Corp. 
(ConvergeOne), is one of the largest independent providers of business communication solutions 
in the United States. Cl is majority owned by a private equity firm that is committed to continuing 
the growth of the business. 

Cl, which generates more than $1.3 billion in annual revenue, has a history of stable revenue and 
earnings growth and strong cash flow, and continues to experience profitable growth in a 
challenging economic environment. The company expects revenue growth between 5% and 8% 
over the next three years, and improved profitability as it expands and leverages its services 
capabilities. 

On February 23, 2018, Cl began trading on the NASDAQ under the symbol "CVON" and the 
warrants of Cl are trading on the NASDAQ under the symbol "CVONW." 
www.nasdag.com/symbol/cvonw/sec-fi lings 

Cl's DUNS: 825410319 

Bank Reference 

Wells Fargo Bank N.A. 
Regional Commercial Banking 
MAC N9141-041 
670 McKnight Road N, 4th Floor 
St. Paul, MN 55119 
Jim Boerjan, 651-205-8536 
James.F.Boerjan@wel lsfargo.com 
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E.I ConvergeOne 
State of Nebraska State Purchasing 

Request for Proposal for Con!raclnal Services 
Solicitation Number: RFP 5824 ZI 

Corporate Overview 

If the bidder is not a publicly held corporation, either the reports and statements required of 
a publicly held corporation, or a description of the organization, including size, longevity, 
client base, areas of specialization and expertise, and any other pertinent information, 
should be submitted in such a manner that proposal evaluators may reasonably formulate a 
determination about the stability and financial strength of the organization. Additionally, a 
non-publicly held firm should provide a banking reference. 

Cl Response: 

Not applicable. 

The bidder must disclose any and all judgments, pending or expected litigation, or other 
real or potential financial reversals, which might materially affect the viability or stability of 
the organization, or state that no such condition is known to exist. 

Cl Response: 

Cl has legal matters to address that are typical for a business of Cl's size. For example, there are 
some employment matters dealing with former employees who have filed claims with the 
pertinent federal and state agencies dealing with employment matters. Cl will vigorously defend 
its position as Cl believes that these claims are without merit. None of the matters with which Cl 
is dealing will have an adverse impact on the delivery of products and/or services (or the timely 
delivery thereof) to the State of Nebraska. 

The State may elect to use a third party to conduct credit checks as part of the corporate 
overview evaluation. 

C1 Response: 

Acknowledged. 

Change of Ownership 

If any change in ownership or control of the company is anticipated during the twelve ( 12) 
months following the proposal due date, the bidder should describe the circumstances of 
such change and indicate when the change will likely occur. Any change of ownership to an 
awarded vendor(s) will require notification to the State. 

Cl Response: 

Acknowledged. There is no anticipated change in ownership. 
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Converge One 

Office Location 

State of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Solic.:iMion Number: RFP 5824 ZI 
Corporate Overview 

The bidder's office location responsible for performance pursuant to an award of a contract 
with the State of Nebraska should be identified. 

C1 Response: 

· Cl's local presence is: 9140 W. Dodge Road, Suite 100, Omaha, NE 68114. 

Relationships with the State 

The bidder should describe any dealings with the State over the previous two (2) years. If 
the organization, its predecessor, or any Party named in the bidder's proposal response 
has contracted with the State, the bidder should identify the contract number(s) and/or any 
other information available to identify such contract(s). If no such contracts exist, so 
declare. 

Cl Response: 

No contracts exist between Cl and the State of Nebraska. 

Bidder's Employee Relations to State 

If any Party named in the bidder's proposal response is or was an employee of the State 
within the past twenty four (24) months, identify the individual(s) by name, State agency 
with whom employed, job title or position held with the State. and separation date. If no 
such relationship exists or has existed, so declare. 

If any employee of any agency of the State of Nebraska is employed by the bidder or is a 
Subcontractor to the bidder, as of the due date for proposal submission, identify all such 
persons by name, position held with the bidder, and position held with the State (including 
job title and agency). Describe the responsibilities of such persons within the proposing 
organization. If, after review of this information by the State, it is determined that a conflict 
of interest exists or may exist, the bidder may be disqualified from further consideration in 
this proposal. If no such relationship exists, so declare. 

C1 Response: 

Not applicable. 

Contract Performance 

If the bidder or any proposed Subcontractor has had a contract terminated for default 
during the past five (5) years, all such instances must be described as required below. 
Termination for default is defined as a notice to stop performance delivery due to the 
bidder's non.performance or poor performance, and the issue was either not litigated due to 
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Cl ConvergeOne 
State of Nebraska State Purchasing 

Request for Proposal !or Contractual Services 
Solicitation Number: RFP 5824 /.I 

Corporate Overview 

inaction on the pa11 of the bidder or litigated and such litigation determined the bidder to be 
in default. 

It is mandatory that the bidder submit full details of all termination for default experienced 
during the past five (5) years, including the other Party's name, address, and telephone 
number. The response to this section must present the bidder's position on the matter. The 
State will evaluate the facts and will score the bidder's proposal accordingly. If no such 
termination for default has been experienced by the bidder in the past five (5) years, so 
declare. 

If at any time during the past five (5) years, the bidder has had a contract terminated for 
convenience, non-performance, non-allocation of funds, or any other reason, describe fully 
all circumstances surrounding such termination, including the name and address of the 
other contracting Party. 

Cl Response: 

Not applicable. 

Summary of Bidder's Corporate Experience 

The bidder should provide a summary matrix listing the bidder's previous projects similar to 
this RFP in size, scope, and complexity. The State will use no more than three (3) narrative 
project descriptions submitted by the bidder during its evaluation of the proposal. 

The bidder should address the following: 

1. Provide narrative descriptions to highlight the similarities between the bidder's 
experience and this RFP. These descriptions should include: 

a. The time period of the project; 

b. The scheduled and actual completion dates; 

c. The Contractor's responsibilities; 

d. For reference purposes. a customer name (including the name of a contact 
person, a current telephone number, a facsimile number, and e-mail 
address); and 

e. Each project description should identify whether the work was performed as 
the prime Contractor or as a Subcontractor. If a bidder performed as the 
prime Contractor, the description should provide the originally scheduled 
completion date and budget, as well as the actual (or currently planned) 
completion date and actual (or currently planned) budget. 

2. Contractor and Subcontractor(s) experience should be listed separately. Narrative 
descriptions submitted for Subcontractors should be specifically identified as 
Subcontractor projects. 

3. If the work was performed as a Subcontractor, the narrative description should 
identify the same information as requested for the Contractors above. In addition, 
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Cl ConvRrgeOne 

State of Nebraska State Purchasing 
Request for Proposal for Contraclual Services 

Solicitation Number: R f-P 5824 Z I 
Corporate Qvcrvicw 

Subcontractors should identify what share of contract costs, project responsibilities, 
and time period were performed as a Subcontractor. 

Cl Response: 

Project #1 

The City of Santa Monica migrated 13,000+ users from Lyne Server 2013 to Skype for Business. 

This allowed the City of Santa Monica to be on the latest version of Microsoft's collaboration 

platform and take advantage of new features. The City of Santa Monica also integrated their 

existing Cisco environment with Skype for Business that allowed for enhanced collaboration. In 

addition to the voice features that were implemented, there were also several conference room 

video endpoints that were integrated to the overall solution. 

Project #2 

Cushman & Wakefield started deploying Skype for Business at new offices. Based on the belief 

that the network was correct due to it being net-new, Cushman & Wakefield enabled users at 

several offices only to find out that the voice quality was not acceptable. Working with Cl 

(formerly SPS) and Microsoft, Cushman & Wakefield was able to find several issues and remediate 

them quickly. By utilizing the same methodology prior to subsequent site turn ups, Cushman & 

Wakefield was able to deliver a high quality Unified Communications experience to their users. 

The remediation and implementation steps were: 

• Assess each sites network health using Network Site Assessment tool 

o Deliver best practices on how to properly utilize Skype Online workloads to 

minimize network impact 

o Walked through Skype Online design best practices for internet and WAN 

connectivity to minimize network impact 

• Work with site leads to prepare users for Skype Online voice and conferencing 

o User readiness preparation and training completed prior to cutovers to maximize 

successful adoption rates 

• Work with customer voice architects to best design on-premises voice integration and 

PSTN connectivity 

o Some sites leveraged Cloud Connector on-premises edition using local PRI/SIP 

Trunks 

o Some sites leveraged Microsoft hosted Cloud PSTN Calling capabilities 
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Converge One 
State of Nebraska State Purchasing 

Request for Proposal for Contractual Services 
Solicitation Number: RFP 5824 Z l 

Corporate Overview 

• Work closely with customer architects and executive sponsors to ensure global rollout to 

all sites were properly scheduled 

o Ensure voice gateway cutover timing to minimize customer impact 

o Porting numbers into Skype online required close collaboration with local site 

teams to ensure success 

Project #3 

VMware undertook an initiative to replace their Avaya with Skype for Business. The main catalyst 

for this change was a desire to have a Unified Communications platform. VMware had many 

disparate technologies deployed across the enterprise and the costs associated with them. With a 

goal of standardizing on a single platform, VMware engaged Cl {formerly SPS). Working alongside 

the VMware team, Cl designed and proposed a Skype for Business solution that encompassed 

conferencing as well as a PBX replacement. 

• Worked alongside VMware experts to virtualize the Skype for Business infrastructure 

o Provided IOPs metrics and performed tests against VMware's SAN to ensure disk 

1/0 

o Documented the results to create a VMware Best Practices whitepaper that was 

presented at VMworld 2016 and 2017. 

• Rapidly deploy conferencing to 30,000 users to replace existing, more expensive solutions 

o Reduction of cost of existing solutions by 2 months paid for the project 

• Design a co-existence plan to provide a seamless experience to users 

o Integrated dial plan to allow for the continued use of 5 digit dialing globally 

o Users could be moved from the Avaya to Skype for Business with no impact to 

business operations 

• Work with VMware's network team to ensure voice quality as they redesigned their global 

network to support VoIP 

o Testing of network routing 

• Design and plan for compliance requirements in regions such as India and China 

o Success was measured by the solution being DOT certified in India 
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State of Nebraska State Purchasing 
Request for Propo~al for Contractual Services 

Solicitation Number: Rf,P 5824 ZI 
Corporate Overview 

Summary of Bidder's Proposed Personnel/Management Approach 

The bidder should present a detailed description of its proposed approach to the 
management of the project. 

Cl Response: 

Project Management Methodology 

Cl will provide Project Management Services to help you effectively manage the project and 
control risks in the deployment. Cl will designate a Project Manager who will act as the single 
point of accountability for all Cl contract deliverables for the duration of the Project. 

Skype Operations Framework 

Cl follows the Microsoft Skype Operations Framework for 
project delivery for Skype for Business Online. The Skype 
Operations Framework (SOF) is a comprehensive guide 
and toolset for implementing and managing a reliable, 
cost-effective communications service based on Skype for 
Business. 

Key elements include an iterative delivery process, clear 
project metrics, proactive risk management, and effective 
response to change. The diagram to the left depicts the 
Skype Operations Framework. 

Project Management 

C1 will designate a Project Manager (PM) responsible for 
overseeing the project. Once the contract is signed and accepted by Cl, this individual will act as 
the State's single point of contact for all planning and issues related to solution delivery. The Cl 
PM will work closely with the State to guide the implementation and work on a mutually agreed 
upon schedule. 

The Cl Project Manager will setup a secure SharePoint site hosted by Cl for all documentation 
relating to the project. The site will remain active and accessible by the State after the project 
completion. The Cl Project Manager is responsible for the following: 

• Conduct internal (Cl) and joint Cl/State meetings 

• Develop project plan, including activities, milestones, roles and responsibilities 

• Schedule and manage required Cl resources and partners 

• Conduct Issue and Risk Management 

• Provide agenda and meeting notes 

• Track customer and Cl project deliverables 
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Converge One 
State of Nebraska State Purchasing 

Request for Proposal for Contractual St:rviccs 
Solicitation Number: RFP 5824 ZI 

Corporate Overview 

• Manage Change Requests and any associated billing with the State 

• Manage Project Closeout process, punch list and State acceptance 

Project Meetings 

The following schedule of meetings will be used to review project status. The required roles and 
participation will be defined during project kick-off. 

Project 
Status 

Talk to status of the project, 
track the key milestones and 
blockers 

Weekly Project Manager 
Lead Engineer 

. I " -.. ::;. ·.· .. 
. ,Activity 

.- • / I_) -( 

· -· Owner _ .· -
•• - ....... ·;;,o.l_ 

I -- -• 

Project 
Manager 

The bidder should identify the specific professionals who will work on the State's project if 
their company is awarded the contract resulting from this RFP. The names and titles of the 
team proposed for assignment to the State project should be identified in full, with a 
description of the team leadership, interface and support functions, and reporting 
relationships. The primary work assigned to each person should also be identified. 

Cl Response: 

Cl structures our Global Account Team around the National Account Managers (NAMs), Lisa 
Porter and John Mccaslin. The NAMs are the primary point of contact for the State, with 
responsibility for the overall relationship. The NAMs have a vast amount of resources within Cl 
that can be leveraged to support the State, including Design Specialists, Sales Engineers, Contact 
Center Architects, SIP Engineers, UC Specialists, Managed Services Directors, and more. Cl's 
approach to supporting customers is to create a team dedicated to the customer to ensure 
consistent and timely support. We are very focused on providing abundant resources to support 
our accounts with the best possible customer service. The NAMs have full access to the entire 
team and a large quantity of backup resources. 

Cl Team 

~ (lMhl 

Account Management 

Lisa Porter Senior National Account Manager 

John Mccaslin National Account Manager 

Darren Marie Solutions Architect 

Shawn Landau Senior Solutions Architect, Microsoft 

Chris Gehrke Managed Services Expert 

Assigned Upon Contract Award Project Manager 
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State of Nebraska State Purchasing 
Request for Proposal for Contrnctual Services 

Sol icilation Number: RFP 5824 /, I 

Corporate Overview 

Implementation Team 

Assigned Upon Contract Award Cl Team 

• Project Manager 

• Cl Skype for Business Architect 

• Cl Skype for Business Engineer 

• Business Architects (per specialty area, e.g., Call 
Accounting, Automated Deployment, SBC, Analog) 

• Managed Services Transition Manager 

Assigned Upon Contract Award Technicians 

Assigned Upon Contract Award Trainers 

Service Delivery Operations Team 

Assigned Upon Contract Award CSC Voice Operations Team 

Assigned Upon Contract Award Customer Success Manager 

The bidder should provide resumes for all personnel proposed by the bidder to work on the 
project. The State will consider the resumes as a key indicator of the bidder's 
understanding of the skill mixes required to carry out the requirements of the RFP in 
addition to assessing the experience of specific individuals. 

Resumes should not be longer than three (3) pages. Resumes should include, at a 
minimum, academic background and degrees, professional ce11ifications, understanding of 
the process, and at least three (3) references (name, address, and telephone number) who 
can attest to the competence and skill level of the individual. Any changes in proposed 
personnel shall only be implemented after written approval from the State. 

Cl Response: 

Lisa Porter, Senior National Account Manager 

As a Senior National Account Manager with Cl, Lisa's primary focus is working with her team to 

solve customer business problems using technology solutions. 

• Consultative sales professional and senior management positions with over 30 years in the 

Communications and Data industry 

• In-depth experience with Business Technology Services and Business Recovery Services 

• Consultative approach on a wide range of communication products and services including 

PBXs, IP PBXs, Call Centers and Data Networking 

• Customer-service focused and strives for 100% customer satisfaction 

i 
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ConveryeOne 

John Mccaslin, National Account Manager 

State of Nehraska State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: RFP 5824 ZI 
Corporate Overview 

John Mccaslin is an advisory National Account Manager with over seven years' direct experience 

in helping Healthcare IT organizations meet their operational, administrative, and financial 

objective in a rapidly changing IT landscape disrupted by HIPAA/HITECH regulatory changes 

designed to maintain the privacy and security of patient health information, reduce cost, and 

improve healthcare delivery. Special focus on EMR deployments requiring IT infrastructure 

upgrades to meet CMS Meaningful Use Attestation (Stage 1-4} standards. John's certifications 

include Cisco Certified Sales Expert (CSE), Certified Electronic Health Record Technology (CEHRT) 

certification -Athena Health Meaningful Use Training courses, Healthcare Sales Training - EMC, 

and VMware Sales Professional 5 (VSP 5). 

Darren Marie, Solutions Architect 

Darren is a Solution Architect who has been with Cl for 22 years. His primary responsibility is 

working with clients to help them understand how technology can enable them to address the 

challenges which will help them achieve their business goals. With a broad background in voice/ 

data networking, product management and business fulfillment, Darren brings a multifaceted view 

to assisting our clients. He has almost 28 years of industry experience and has been through 

multiple evolutions of technology. Darren works in the pre-sales phase by providing engineering 

level support assisting in the discovery phase to identify applications, and make solution 

recommendation(s). This includes participating in customer presentations, seminars, and 

demonstrations. The goal being to design data and/or voice network solutions, VoIP convergence 

solutions, and unified messaging solutions utilizing "Best-of-Breed" products carried and 

supported by Cl. 

Shawn Landau, Manager, Technical Solutions-Microsoft 

Shawn is a pre-sales architect who focuses primarily on Microsoft technologies. Before joining Cl, 

he was part of the team at Microsoft responsible for some of the first customers deploying 

Microsoft's Enterprise Voice. Shawn has worked with multiple Fortune 1000 customers mostly as 

it relates to Unified Communications and now Modern Workplace. With a deep knowledge of the 

multiple PBX vendor ecosystems, Shawn brings a holistic view of the entire ecosystem to our 

clients. 

Chris Gehrke, Managed Services Expert 

Chris is a pre-sales resource that is tasked with designing complex, customized managed services 

and cloud offers for our clients in order to help them meet their business objectives. He has over 

20 years of experience in the telecom industry, and has worked with multiple Fortune 500 

companies. His goal is to ensure that Cl is operating as a direct functional extension of your staff, 
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State of Nebraska State Purchasing 
Kcqucst for Proposal for Contractual Services 

Solicitation Number: Rf,P 5824 Zl 
Corporate Overview 

and to help validate that our clients are getting the most value from their solutions via ongoing 

management, support, and continual service improvement. 

Assigned Upon Contract Award, Cl Project Manager 

A project manager will be assigned upon award of the contract. Below, please find experience 

level, skills and education/certification requirements of Cl project managers. 

Experience Level 

The Project Manager will have a minimum of 10 years of work experience. Cl Project Managers 

have extensive experience managing large, complex technology initiatives from various positions 

across diverse stakeholder groups including customers, vendors, service providers and other 

external parties. 

Skills and Competencies 

• BA/BS degree or equivalent experience 

• Telecom experience, including but not limited to Unified Communications, Contact Center, 

Unified Messaging, IVR, Call Recording, Workforce Management, and Reporting 

• Experience devising a strategic roadmap 

• Excellent written and oral communications skills that are audience appropriate with 

appropriate style and delivery to influence audience at various levels of seniority. 

• Experience creating and maintaining project plans, issue logs, risk registers, and status 

reports 

• Strong project management skills and experience working with executive-level 

management 

• Well versed in project planning, scheduling and prioritization, and driving issues to 

resolution 

• Self-starter with demonstrated experience working collaboratively and cross-functionally 

• Ability to develop and cultivate relationships 

• Strong organizational skills with a commitment to detail 

• Ability to drive resolution of expected and unexpected challenges 

• Ability to build and lead teams 

• Financial Management 
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Technical Resources 

State of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Sol icital ion Number: RFP 5824 Z I 
Corporate Overview 

Cl technical resources are assigned to contracted projects when availability is assessed. All Cl 

technical personnel assigned to a project are experienced and certified in the proposed solution. 

An integral part of the 110n-Boarding" process is to ensure a match of the skill sets of our technical 

resources with the project implementation. 

Cl will identify a team upfront and provide information about those individuals, but cannot 

guarantee their availability without some assurances from the State as to timeframe for project 

kickoff and at a minimum, a written intent to award the bid to Cl. Cl technical team members 

could include: 

Assigned Upon Contract Award, C1 Convergence Team: 

• Cl Skype for Business Architect - Responsible for complete project technical design, 

delivery of technical design documents, and resolution of any escalated issues. 

• Cl Skype for Business Engineer- Responsible for implementation of the Skype for 

Business solution 

• Cl Convergence Engineer - Configures Session Border Controller and other applicable 

network resources for integration with Skype for Business 

Assigned Upon Contract Award, Technicians 

The Technicians are dedicated to installing all phases of the systems. The Resource Scheduler will 

work closely with the Project Manager to make sure the technicians are scheduled to perform the 

work according to installation standards and technical specifications. The Technicians have 

responsibility for: 

• Inventory of equipment 

• Installing the system, system wall-field, cross-connects, adjuncts, and peripherals (if 

applicable) 

• Preparation of training room with the End-User Trainer 

• Installing terminals and button labels 

• Verifying that all outside facilities are tested 

• Identifying and clearing system troubles 

• Disconnecting existing equipment (if appropriate) 

• Troubleshooting end-user problems 
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Assigned Upon Contract Award, Trainers 

State of Nebraska State Purchasing 
Request for l'rorosal for Contractual Services 

Solicitation Number: RFP 5824 /, l 

Corporate Overview 

The Trainers are responsible for providing remote and/or on-site training for State executives, IT 

staff, and end-users on station features, system functionality and use of voice terminals and 

voicemail. The Trainers will: 

• Prepare training documentation 

• Determine training room requirements 

• Instruct system administration, contact center supervisor/agent, and end-user training 

sessions 

Communications Operations Team 

Cl's Voice Operations Team provides services to our customer's communications environments by 

leveraging expert resources within our 7x24x365 CSCs. The Cl team supporting this engagement 

will be comprised of a combination of dedicated and designated resources. This combination of 

dedicated and designated resources allows for a core team of dedicated resources to provide day­

to-day support of your environment while providing designated resources to supplement the team 

for support of certain scheduled activities, as well as, provide additional support during periods of 

peak activity. This structure allows for the most cost effective solution while still caring for your 

on-going support demands. 

Both groups of resources are trained on the specific supported environment and contractual 

support entitlements, and are intimate with all relevant support processes and procedures. The Cl 

resources assigned to support a customer are deployed across Cl's CSCs, as well as, on premise as 

necessary. 

Cl is very focused on providing abundant resources to support our accounts with the best possible 

customer service. Client satisfaction, loyalty, and advocacy are at the center of the Cl corporate 

culture and are critical components in meeting our long-term objectives. Improving the Cl client 

experience in all areas of our business is our ultimate goal. 

Cl Team References 

Many of our clients do not permit us to share confidential data in RFP responses, and in many 

instances we are bound by contractual obligations to not share client information. At this early stage 

in the RFP process, and with the proliferation of RFPs, it would be a dis-service to our customers to 

list them as a reference and be subject to frequent interruptions, a situation that we believe the 

State would prefer not to experience. We have provided a sampling of our customers below and 

once the State has made initial determinations for a "short list" of candidate vendors, we will be 
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Cl ConvRrgeOne 
State of Nebraska State Purchasing 

Request for Proposal for Contractual Services 
Solic,;itation Number: RFP 5824 Zl 

Corporate Overview 

happy to provide-contact information for these clients at that time. Please contact the Cl National 

Account Manager, Lisa Porter, to arrange reference calls. 

• Citrix- 7,000+ Skype Voice users 

• City of Santa Monica - 10,000+ Skype Online Voice users 

• Cushman & Wakefield -40,000+ Skype Online Voice users 

• Piedmont Municipal Power Agency-8,000+ Skype Online Voice users 

• VMware - 13,000+ Skype Voice users 

Additional large scale Skype for Business deployments include Daifuku and Aimco, to name a few. 
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ConvRrgeOne 

Dedicated Support and Repair Team 

State of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: RFP 5824 Zl 
Corporate Overview 

The bidder must provide a single point of contact who is qualified to support the activities of 
order, installation and repair. The bidder must provide a list of personnel who will be 
assigned to the contract resulting from this RFP, as well as a current resume for each. 

Cl Response: 

Cl's governance model establishes an open communication between Cl and the State in order to 
build strong relationships between the partners, provide a forum to discuss and address the 
State's evolving business requirements and identify changes necessary to accommodate those 
requirements, for raising issues that require cooperation between the parties for quick resolution. 
Cl's account governance model is comprised of two teams responsible for account management 
and voice operations. Your Account Team will provide regular account status through scheduled 
meetings to include members of both the Account Team and Voice Operations Team. 

The Customer Success Manager will understand the State's business and act as an extended 
member of the Voice Operations team to maximize the State's investment in the services 
purchased from Cl. The Customer Success Manager will work with the State to maximize the 
uptime and efficiency of your telecommunications infrastructure by planning and advocating 
change, driving communications and managing escalations when problems occur. 

Additional responsibilities of the Customer Success Manager will include, but are not limited to: 

• Act as a single point of accountability between the State and Cl 

• Assure that services are being delivered in accordance with established service objectives 

• Evaluates and validates problems; assisting in driving problem resolution 

• Assist in determining the level of services needed by the State to support your business 

• Interface primarily with the Voice Operations Team (service deliverers) to ensure that 

excellent service is provided 

• Takes responsibility for and manages positive State satisfaction levels 

• Escalating, managing and driving resolution for all State incidents and problems 

• Leads conference calls with an extended virtual team, which could span several different 

organizations, to drive service delivery and service resolution 

• Work with Project Managers to oversee fulfillment of incremental service requests 

• Analyze and review service performance against service objectives 

• Provide quarterly reports detailing past service history and metrics specific to the State's 

1 operations and requirements 

June 5, 2018 ©2018 ConvergeOne 18 



I Convergenne 
State of Nebraska State Purchasing 

Request for Proposal for Contractual Services 
Solicitation Number: RFP 5824 Z 1 
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The State reserves the right to require the Contractor to replace any account team 
representative when the State determines that their performance is less than satisfactory. 
The Contractor must agree to make any requested replacement within 30 calendar days. 

Cl Response: 

Acknowledged. 

The bidder must provide a list of contacts and telephone numbers for personnel who can be 
called upon during emergencies. These contacts must have the authority to expedite the 
installation and/or restoration of State service, and be willing to work directly with OCIO 
personnel 24 hours a day, 365 days a year. These Contractor personnel may be contacted 
periodically and their contact numbers verified as the OCIO conducts preparedness 
exercises. 

C1 Response: 
Cl's Voice Operations Team provides services to our customer's communications environments by 

leveraging expert resources within our 7x24x365 CSCs. 

As part of the transition process, Cl will provide the Cloud and Customer Success Centers contact 
and escalation list to the State's authorized representatives. The escalation list begins with the 
Customer Success Manager, escalates to the Directors, and includes the VP, Maintenance and 
Managed Services. 

Personnel and Management Approach 

A major factor in the success of the Project is the degree of collaboration between 
Contractor staff, the OCIO, and Agency staff. The Contractor is expected to work with key 
OCIO stakeholders, management and subject matter experts throughout the business and 
technology enterprise when conducting the project activities and developing the work 
products and deliverables. The Contractor is required to propose a project approach that 
incorporates the involvement of the OCIO staff in order to obtain information and feedback 
necessary to produce quality work products and deliverables. 
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In recognition of this, the OCIO has established a dedicated project team and management 
structure that will participate with the Contractor on the project. The bidders shall propose a 
project approach that incorporates assignments to the OCIO staff to affect knowledge 
transfer and collaborate in producing project deliverables. The meaningful participation of 
the OCIO throughout the project is critical to the successful operation of the VOiP system. 
While OCIO staff will participate in all contract activities, the Contractor remains responsible 
for the creation of all deliverables. 

Cl Response: 
Cl will conduct regularly scheduled business review meetings to include members of the Cl 

Account Team and Voice Operations Teams, and key State stakeholders. During the regularly 

scheduled meetings the team will review the following topics as relevant: 

• Key service requests, trends/chronic issues and escalations that occurred during the 

period. 

• Review service reports and Cl's performance against service level agreements. 

• Note issue/concerns with respect to the products and/or services provided. 

• Review new service requirements of the State and/or new service offerings from C1 that 

offer increased value to the State. 

• Product Roadmap discussion: 

o Review product lifecycle of current deployed products within the State's voice 

environment. 

o Provide information relative to new products, features, upgrades that may be of 

interest to the State for deployment within their environment. 

o Status of any current or planned projects. 

Project Manager 

The Bidder's proposal must describe policies, plans and intentions with regard to 
maintaining continuity of key personnel and the implementation team assigned to the 
project to avoid and minimize the impact of necessary staff changes. 

Cl Response: 

Our people are an integral part of services delivery provided by Cl. We pride ourselves on staff 
continuity and can report that many of our customers have had the same staff in place since 
contract inception. For example, a County government customer has had the same team in place 
for over six years. 

In the event that a staff member moves on from Cl, we have an established database (ATS) of 

talent to draw upon when needed; we can react quickly and expertly to resource requests. The 
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talent pools we access have been long established and the relationships are concrete. In order to 

process the needs of the organization and our customers, we have worked diligently to create 

effective and efficient processes to meet customer's needs and onboard talent. 

Subcontractors 

If the bidder intends to Subcontract any part of its performance hereunder, the bidder 
should provide: 

a) name, address, and telephone number of the Subcontractor(s); 

b) specific tasks for each Subcontractor(s); 

c) percentage of performance hours intended for each Subcontract; and 

d) total percentage of Subcontractor{s) performance hours. 

Cl Response: 

AudioCodes 

27 World's Fair Drive 

Somerset, NJ 08873 

732-469-0880 

Cl has engaged AudioCodes to provide Session Border Controllers and IP Phones for the State. 

Session Border Controlfers (SBC) 

AudioCodes' Mediant session border controllers (SBCs) deliver seamless connectivity, enhanced 
security and quality assurance for enterprise and service provider VoIP networks. 

In the enterprise environment, SBCs form an effective demarcation point between the business's 
VoIP network and the service provider's SIP trunk, performing SIP protocol mediation and media 
handling (interoperability), and securing the enterprise VoIP network. 

In the service provider core, AudioCodes SBCs can function as peering SBCs between operator 
networks or as access SBCs delivering security and protocol normalization. 

The Mediant family of SBCs includes a range of platforms that offer cost-effective SBC and hybrid 
functionality (SIP to TDM, SIP to SIP). 

IP Phones 

The AudioCodes 400HD series of IP phones is a range of easy-to-use, feature-rich desktop devices 
for the service provider hosted services, enterprise IP telephony and contact center markets. 
Based on the same advanced, field-proven underlying technology as our other VoIP products, 
AudioCodes high quality IP phones enable systems integrators and end customers to build end-to­
end VoIP solutions. 

JL1ne 5, 2018 ©2018 ConvergeOne 21 



Converge One 
State of Nebraska State Purchasing 

Request for Proposal for Contractual Services 
Solicitation Number: RFP 5824 Z I 

Corporate Overview 

AudioCodes IP phones can be offered as part of our Managed IP Phones solution, which defines 
the IP phone as an IT-managed entity and delivers unique and complete lifecycle management of 
end-user desktop devices. 

Should the State request Cl to place phones, we will engage our established partner for the 
following subcontractor as smart hands for the Cl engineer who directs their efforts: 

Computer Cable Connection 

2810 Harlan Drive 

PO Box 1269 

Bellevue, NE 68005 

402-291-9500 

Computer Cable Connection, Inc. Omaha-Bellevue, NE is a full service BICSI and RCDD network 
Cable Design and installation firm. They provide voice and data services to business and 
government institutions 
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State of Nebraska State Purchasing 
Request for Proposnl for Contractual Services 

Solicitation Number: RFP 5824 Z I 
Section II - Terms and Conditions 

Bidders should complete Sections II through VI as part of their proposal. Bidder is 
expected to read the Terms and Conditions and should initial either accept, reject, or reject 
and provide alternative language for each clause. The bidder should also provide an 
explanation of why the bidder rejected the clause or rejected the clause and provided 
alternate language. By signing the RFP, bidder is agreeing to be legally bound by all the 
accepted terms and conditions, and any proposed alternative terms and conditions 
submitted with the proposal. The State reserves the right to negotiate rejected or proposed 
alternative language. If the State and bidder fail to agree on the final Terms and Conditions, 
the State reserves the right to reject the proposal. The State of Nebraska is soliciting 
proposals in response to this RFP. The State of Nebraska reserves the right to reject 
proposals that attempt to substitute the bidder's commercial contracts and/or documents for 
this RFP. 

The bidders should submit with their proposal any license, user agreement. service level 
agreement, or similar documents that the bidder wants incorporated in the Contract. The 
State will not consider incorporation of any document not submitted with the bidder's 
proposal as the document will not have been included in the evaluation process. These 
documents shall be subject to negotiation and will be incorporated as addendums if agreed 
to by the Parties. 

If a conflict or ambiguity arises after the Addendum to Contract Award have been 
negotiated and agreed to, the Addendum to Contract Award shall be interpreted as follows: 

1. If only one Party has a particular clause then that clause shall control; 

2. If both Parties have a similar clause, but the clauses do not conflict, the clauses 
shall be read together; 

3. If both Parties have a similar clause, but the clauses conflict, the State's clause shall 
control. 

A. General 
Accept Reject Reject & Provide NOTES/COMMENT$: 
(Initial) {Initial) Alternative within 

RFP Response 
tlnitial) 

GP It is Cl's position that a separate contract should be 
entered into between the parties which documents only 
!those terms and conditions which pertain to the final sale 
and agreed upon by both parties. 

The contract resulting from this RFP shall incorporate the following documents: 

1 . Request for Proposal and Addenda; 

2. Amendments to the RFP; 

3. Questions and Answers; 

4. Contractor's proposal (RFP and properly submitted documents); 
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5. The executed Contract and Addendum One to Contract, if applicable; and, 

6. Amendments/Addendums to the Contract. These documents constitute the entirety 
of the contract. 

Unless otherwise specifically stated in a future contract amendment. in case of any conflict 
between the incorporated documents, the documents shall govern in the following order of 
preference with number one ( 1} receiving preference over all other documents and with 
each lower numbered document having preference over any higher numbered document: 
1} Amendment to the executed Contract with the most recent dated amendment having the 
highest priority, 2) executed Contract and any attached Addenda, 3) Amendments to RFP 
and any Questions and Answers, 4) the original RFP document and any Addenda, and 5) 
the Contractor's submitted Proposal. 

Any ambiguity or conflict in the contract discovered after its execution, not otherwise 
addressed herein, shall be resolved in accordance with the rules of contract interpretation 
as established in the State of Nebraska. 

Cl Response: 

It is Cl's belief that once the response is submitted, if Cl is awarded the business, there may be 
further discussions between the parties to streamline the sale based on the response. By 
incorporating the RFP and the response into a binding contract, there may be products and/or 
services that are not ultimately purchased or are modified by the parties following those further 
discussions. It is Cl's position that a separate contract should be entered into between the parties 
which documents only those terms and conditions which pertain to the final sale and agreed upon 
by both parties. 

B. Notification 

Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

GP Cl Project Manager shall serve as the point of contact for 
lthe executed contract. 

Contractor and State shall identify the contract manager who shall serve as the point of 
contact for the executed contract. 
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Communications regarding the executed contract shall be in writing and shall be deemed to 
have been given if delivered personally or mailed, by U.S. Mail, postage prepaid, return 
receipt requested, to the parties at their respective addresses set forth below, or at such 
other addresses as may be specified in writing by either of the parties. All notices, requests, 
or communications shall be deemed effective upon personal delivery or three (3) calendar 
days following deposit in the mail. 

C1 Response: 

Comply. As part of the implementation process the Cl Project Manager will hold regular meetings 
to discuss the project, including plans, schedules, and progress. The updated Project Plan will show 
status of project steps and milestones and potential problems and/or delays will be discussed. The 
Project Manager will generally work remotely and will attended most, if not all, meetings via 

conference call. 

C. Governing Law (Statutory) 

Notwithstanding any other provision of this contract, or any amendment or addendum(s) 
entered into contemporaneously or at a later time, the parties understand and agree that, 
( 1} the State of Nebraska is a sovereign state and its authority to contract is therefore 
subject to limitation by the State's Constitution, statutes, common law, and regulation; (2) 
this contract will be interpreted and enforced under the laws of the State of Nebraska; (3) 
any action to enforce the provisions of this agreement must be brought in the State of 
Nebraska per state law; (4) the person signing this contract on behalf of the State of 
Nebraska does not have the authority to waive the State's sovereign immunity, statutes, 
common law, or regulations; (5) the indemnity, limitation of liability, remedy, and other 
similar provisions of the final contract, if any, are entered into subject to the State's 
Constitution, statutes, common law, regulations, and sovereign immunity; and, (6} all terms 
and conditions of the final contract, including but not limited to the clauses concerning third 
party use, licenses, warranties, limitations of liability, governing law and venue. usage 
verification, indemnity, liability, remedy or other similar provisions of the final contract are 
entered into specifically subject to the State's Constitution, statutes, common law, 
regulations, and sovereign immunity. 

The Parties must comply with all applicable local, state and federal laws, ordinances, rules, 
orders, and regulations. 

Cl Response: 

Read and understood. 
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D. Beginning of Work 

Accept Reject Reject & Provide 
(Initial) {Initial) Alternative within 

RFP Response 
(Initial) 

GP 

State of Nebraska State Purchasing 

Request for Proposal for Contractual Services 
Solicitation Number: RFP 5824 Zl 
Section I I - Terms and Conditions 

NOTES/COMMENTS: 

The bidder shall not commence any billable work until a valid contract has been fully 
executed by the State and the successful Contractor. The Contractor will be notified in 
writing when work may begin. 

Cl Response: 

Read and understood . 

E. Change Orders 

Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

GP Corrections, due to the negligence of Contractor shall not 
be deemed a change. 

Changes, due to the negligence of Contractor shall not be 
deemed a change. 

The State and the Contractor, upon the written agreement, may make changes to the 
contract within the general scope of the RFP. Changes may involve specifications, the 
quantity of work, or such other items as the State may find necessary or desirable. 
Corrections of any deliverable, service, or work required pursuant to the contract shall not 
be deemed a change. The Contractor may not claim forfeiture of the contract by reasons of 
such changes. 

The Contractor shall prepare a written description of the work required due to the change 
and an itemized cost sheet for the change. Changes in work and the amount of 
compensation to be paid to the Contractor shall be determined in accordance with 
applicable unit prices if any, a pro-rated value, or through negotiations. The State shall not 
incur a price increase for changes that should have been included in the Contractor's 
proposal, were foreseeable, or result from difficulties with or failure of the Contractor's 
proposal or performance. 
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No change shall be implemented by the Contractor until approved by the State, and the 
Contract is amended to reflect the change and associated costs, if any. If there is a dispute 
regarding the cost, but both parties agree that immediate implementation is necessary, the 
change may be implemented, and cost negotiations may continue with both Parties 
retaining all remedies under the contract and law. 

C1 Response: 

Comply with clarification. Corrections, due to the negligence of Contractor shall not be deemed a 
change. Changes, due to the negligence of Contractor shall not be deemed a change. Cl agrees to 
a change provision in the final agreement with modification. "No modification to, change in, 
departure from, or waiver of, any provision of the Order shall be valid or binding unless approved 
in writing by both Parties. At any time, the State may make changes in the quantities ordered or 
other provisions of the Order, in which event an equitable adjustment may be applied to the 
Order. Such change shall be substantially in the form of a Change Request Form that references 
the Agreement and that is signed by an authorized representative of each Party." 

F. Notice of Potential Contractor Breach 
Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

GP Cl requires a 30 (thirty) day opportunity to cure. If breach 
cannot be cured the Limitation of Liability shall apply. 

If Contractor breaches the contract or anticipates breaching the contract, the Contractor 
shall immediately give written notice to the State. The notice shall explain the breach or 
potential breach, a proposed cure, and may include a request for a waiver of the breach if 
so desired. The State may, in its discretion, temporarily or permanently waive the breach. 
By granting a waiver, the State does not forfeit any rights or remedies to which the State is 
entitled by law or equity, or pursuant to the provisions of the contract. Failure to give 
immediate notice, however, may be grounds for denial of any request for a waiver of a 
breach. 

C:l. Response: 

The notice of breach shall be mutual to both parties. Also after receiving a notice of default from 
the State, Cl requires a 30 (thirty) day opportunity to cure. If breach cannot be cured the 
Limitation of Liability shall apply. Cl agrees to include a Default provision in the final contract; 
however, such provision requires additional caveats. Please see the Limitation of liability in Cl's 
MSA (Appendix 1) that has been provided for your reference. 
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G. Breach 
Accept Reject Reject & Provide 
(Initial} (Initial) Alternative within 

RFP Response 
(Initial) 

GP 

State of Nebrnska State Purchasing 
l{cgucst lor Proposal for Contractuiil Service~ 

Solicitation Number: RFP 5824 /.I 
Section tr Terms and Conditions 

NOTES/COMMENTS: 

Cl disclaims Cost of cover and Cl requires funds be 
appropriated before an order is placed. If State fails to 
make such payment the State would be in breach. 

Either Party may terminate the contract, in whole or in part, if the other Party breaches its 
duty to perform its obligations under the contract in a timely and proper manner. 
Termination requires written notice of default and a thirty (30) calendar day (or longer at the 
non-breaching Party's discretion considering the gravity and nature of the default) cure 
period. Said notice shall be delivered by Certified Mail, Return Receipt Requested, or in 
person with proof of delivery. Allowing time to cure a failure or breach of contract does not 
waive the right to immediately terminate the contract for the same or different contract 
breach which may occur at a different time. In case of default of the Contractor, the State 
may contract the service from other sources and hold the Contractor responsible for any 
excess cost occasioned thereby. 

The State's failure to make payment shall not be a breach, and the Contractor shall retain 
all available statutory remedies and protections. 

Cl Response: 

Cl agrees to include a Default provision in the final contract; however, such provision requires 
additional caveats. Please see the Limitation of Liability in Cl's MSA (Appendix 1} that has been 
provided for your reference. The State will use its best efforts to ensure that sufficient 
appropriations are made available to the State to pay for any products or services ordered under 
this Agreement before placing such order. Cl's takes exception and disclaims cost of cover. Cl 
cannot agree to be liable for the excess cost. 

H. Non-Waiver of Breach 

Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

GP 
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The acceptance of late performance with or without objection or reservation by a Party shall 
not waive any rights of the Party nor constitute a waiver of the requirement of timely 
pe1iormance of any obligations remaining to be performed. 

C1 Response: 

Read and understood. 

I. Severability 

Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

GP 

If any term or condition of the contract is declared by a court of competent jurisdiction to be 
illegal or in conflict with any law, the validity of the remaining terms and conditions shall not 
be affected, and the rights and obligations of the parties shall be construed and enforced as 
if the contract did not contain the provision held to be invalid or illegal. 

C1 !?e.sponse: 

Read and understood. 

J. Indemnification 

Accept Reject Reject & Provide NOTES/COMMENTS: 
{Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

GP Cl agrees to include an indemnification provision in the 
1cinal contract; however, Cl cannot agree to the 
indemnification provided herein. General indemnification 
shall be mutual and each party shall be responsible for its 
own negligence. Intellectual Property Infringement 
indemnification can be provided only to the extent the 
respective OEM provides an IPII. Cl does not offer a 
Services Infringement Indemnification. 

1. General 

The Contractor agrees to defend, indemnify, and hold harmless the State and its 
employees, volunteers, agents, and its elected and appointed officials ("the indemnified 
parties") from and against any and all third party claims, liens, demands, damages, 
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liability, actions, causes of action, losses, judgments, costs, and expenses of every 
nature, including investigation costs and expenses, settlement costs, and attorney fees 
and expenses {"the claims"), sustained or asserted against the State for personal injury, 
death, or property loss or damage, arising out of, resulting from, or attributable to the 
willful misconduct, negligence, error, or omission of the Contractor, its employees, 
Subcontractors, consultants, representatives, and agents, resulting from this contract, 
except to the extent such Contractor liability is attenuated by any action of the State 
which directly and proximately contributed to the claims. 

C1 Response: 

Cl agrees to include an indemnification provision in the final agreement; however, such 
indemnification shall contain addition caveats. Please refer to the following language: "General 
Indemnification: To the extent allowable by law and except as otherwise expressly provided, 
each Party ("Indemnifying Party") shall defend, indemnify, and hold the other Party harmless 
from and against all claims, liability, loss and expenses, including reasonable costs, collection 
expenses, and attorneys' fees incurred, which arise by reason of the acts or omissions of the 
Indemnifying Party, its agents or employees in the performance of its obligations under a 
resulting contract. This clause shall survive termination of a resulting contract. 

2. Intellectual Property 

The Contractor agrees it will, at its sole cost and expense, defend, indemnify, and hold 
harmless the indemnified parties from and against any and all claims, to the extent such 
claims arise out of, result from, or are attributable to, the actual or alleged infringement 
or misappropriation of any patent, copyright, trade secret, trademark, or confidential 
information of any third pa11y by the Contractor or its employees, Subcontractors, 
consultants, representatives, and agents; provided, however, the State gives the 
Contractor prompt notice in writing of the claim. The Contractor may not settle any 
infringement claim that will affect the State's use of the Licensed Software without the 
State's prior written consent, which consent may be withheld for any reason. 

If a judgment or settlement is obtained or reasonably anticipated against the State's use 
of any intellectual property for which the Contractor has indemnified the State, the 
Contractor shall, at the Contractor's sole cost and expense, promptly modify the item or 
items which were determined to be infringing, acquire a license or licenses on the 
State's behalf to provide the necessary rights to the State to eliminate the infringement, 
or provide the State with a non-infringing substitute that provides the State the same 
functionality. At the State's election, the actual or anticipated judgment may be treated 
as a breach of warranty by the Contractor, and the State may receive the remedies 
provided under this RFP. 

Cl Response: 

Cl can agree to provide an IPII on replacement products to the extent the manufacturer offers 
such an IPII to Cl. Intellectual Property Infringement Indemnification: With respect to each 
Product that Seller provides to Customer hereunder, Seller will provide to Customer an intellectual 
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property infringement indemnity to the extent, and only to the extent, that Seller receives an 
intellectual property infringement indemnity from the respective manufacturer for such Product. 
The terms and provisions of each intellectual property infringement indemnity that apply to the 
respective Products that Seller provides to Customer hereunder are available at 
www.convergeone.com. 

Because Seller is not the manufacturer of any of the Products, Seller provides no indemnity with 
respect to any claim that arises from a combination of (i) a Product manufactured by one (1) 
manufacturer with a Product manufactured by a different manufacturer; or (ii) a Product that 
Seller provides to Customer with any product that Seller has not provided to Customer. 
Notwithstanding the preceding sentence, however, with respect to each individual Product 
involved in the aforementioned combinations, Seller will still provide to Customer the intellectual 
property infringement indemnity to the extent, and only to the extent, that Seller receives an 
intellectual property infringement indemnity from the respective manufacturer for each Product." 

3. Personnel 

The Contractor shall, at its expense, indemnify and hold harmless the indemnified 
parties from and against any claim with respect to withholding taxes, worker's 
compensation, employee benefits, or any other claim, demand, liability, damage, or loss 
of any nature relating to any of the personnel, including subcontractor's and their 
employees, provided by the Contractor. 

Cl Response: 

Read and understood. 

4. Self-Insurance 

The State of Nebraska is self-insured for any loss and purchases excess insurance 
coverage pursuant to Neb. Rev. Stat. § 81-8,239.01 (Reissue 2008). If there is a 
presumed loss under the provisions of this agreement, Contractor may file a claim with 
the Office of Risk Management pursuant to Neb. Rev. Stat.§§ 81-8,829 - 81-8,306 for 
review by the State Claims Board. The State retains all rights and immunities under the 
State Miscellaneous (Section 81-8,294), Tort (Section 81-8,209), and Contract Claim 
Acts (Section 81- 8,302), as outlined in Neb. Rev. Stat.§ 81-8,209 et seq. and under 
any other provisions of law and accepts liability under this agreement to the extent 
provided by law. 

Cl Response: 

Read and understood. 
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Nothing in this agreement shall be construed as an indemnification by one Party of the 
other for liabilities of a Party or third parties for property loss or damage or death or 
personal injury arising out of and during the performance of this lease. Any liabilities or 
claims for property loss or damages or for death or personal injury by a Party or its 
agents, employees, contractors or assigns or by third persons shall be determined 
according to applicable law. 

Cl Response: 

Read and understood. 

6. The Pa1ties acknowledge that Attorney General for the State of Nebraska is required by 
statute to represent the legal interests of the State, and that any provision of this 
indemnity clause is subject to the statutory authority of the Attorney General. 

Cl Re.sponse: 

Read and understood. 

K. Attorney's Fees 
Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

GP 

In the event of any litigation, appeal, or other legal action to enforce any provision of the 
contract, the Parties agree to pay all expenses of such action, as permitted by law and if 
order by the court, including attorney's fees and costs, if the other Party prevails. 

C1 Response: 

Read and understood. 

L. Liquidated Damages 

Accept Reject Reject & Provide NOTES/COMMENTS: 
{Initial) (Initial) Alternative within 

RFP Response 
{Initial) 

GP Cl takes exception to this provision and disclaims 
liquidated damages. 
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Failure to meet the dates for the deliverables as agreed upon by the parties may result in 
an assessment of liquidate damages due the State as noted below. Contractor will be 
notified in writing when liquidated damages will commence. 

In events where the Contractor does not correct invoices, the State reserves the right to 
pursue one or more of the following remedies: 

1. Withholding of payment on disputed invoices. 

2. "Vendor Performance Report" Filed with Materiel Division. 

3. Removing or suspending Contractor from State vendor list. 

4. Additional legal action as deemed appropriate by the State. 

Accurate billing, timely invoice delivery, and billing dispute resolutions are required, and 
repeated failure to meet these requirements will result in liquidated damages that 
compensate the State for all costs including labor for such resolutions. The State may 
choose to deduct an amount equal to the hourly labor rate for employees time spent 
identifying and disputing billing errors and tracking credits for billing errors. All billing errors 
must be corrected and/or credited within 60 days 

Cl Response: 

Cl does not offer liquidated damages. 

FOR SERVICE DELIVERY NONCOMPLIANCE 

For all orders placed after initial installation, committed due dates from the Contractor must 
be honored or liquidated damages may be assessed. If the committed due date for 
installation is not met within one day of the scheduled date, the Contractor must waive all 
installation charges, including labor for that particular order. If the install is not completed 
within three (3) days of the committed due date the Contractor must further waive the first 
month of charges for the services that are delayed. 

Cl Response: 

Cl takes exception. Cl does not offer liquidated damages. For delays in delivery, Cl shall have no 
liability unless the delivery date is delayed by more than thirty (30) days by causes not attributable 
to either the State or force majeure conditions, in which case the State's sole remedy shall be to 
terminate the pertinent sales quote without incurring charges for such termination and, within 
thirty (30) days after such termination, receive a refund of all monies paid under the pertinent 
sales quote. 

Cl will immediately give notice in writing to the State, including all relevant information. Such 
notice shall not in any way constitute a basis for an extension of the delivery or performance 
schedule or be construed as a waiver by the State of any right or remedies to which it is entitled by 
law or pursuant to provisions herein. 
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M. Assignment, Sale or Merger 
Accept Reject Reject & Provide 
(Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

State of Neb..aska State Purchasing 

Request for Proposal for Contractual Services 
Solicitation Number: RFJJ 5824 Z I 
Section II - Terms and Conditions 

NOTES/COMMENTS: 

GP Cl agrees to non-assignment in principle but we require it 
be mutual and that the assignor and the assignee are 
·ointly and severally liable. 

Either Party may assign the contract upon mutual written agreement of the other Party. 
Such agreement shall not be unreasonably withheld. 

The Contractor retains the right to enter into a sale, merger, acquisition, internal 
reorganization, or similar transaction involving Contractor's business. Contractor agrees to 
cooperate with the State in executing amendments to the contract to allow for the 
transaction. If a third party or entity is involved in the transaction, the Contractor will remain 
responsible for performance of the contract until such time as the person or entity involved 
in the transaction agrees in writing to be contractually bound by this contract and perform 
all obligations of the contract. 

Cl Response: 

Cl agrees to non-assignment in principle but we require it be mutual and that the assignor and the 
assignee are jointly and severally liable. Cl proposes the following language: 

This Agreement shall not be assignable by either Party without the prior written consent of the 
other Party, which consent shall not be unreasonably withheld; provided, however, that in any 
assignment of this Agreement, both the assignor and the assignee are jointly and severally liable 
under this Agreement for any outstanding obligations of the assignor that are due as of the date of 
the assignment. 

N. Contracting with other Nebraska Political Sub-Divisions 

Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) (Initial) Alternative within 

RFP Response 
{Initial) 

GP Cl cannot agree to sell additional products and services 
Ito other governmental agencies under the same terms as 
lthe State. 
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Request for Proposal for Contractual Services 
Solicitation Number: RFP 5824 Z l 
Section II-· Terms and Conditions 

The Contractor may, but shall not be required to, allow agencies, as defined in Neb. Rev. 
Stat. §81-145, to use this contract. The terms and conditions, including price, of the 
contract may not be amended. The State shall not be contractually obligated or liable for 
any contract entered into pursuant to this clause. A listing of Nebraska political subdivisions 
may be found at the website of the Nebraska Auditor of Public Accounts. 

Cl Response: 

Because the unique requirements of another governmental entity will most likely not match those 
that were reviewed by Cl when preparing this Response, it is simply not feasible to commit that 
Cl can provide the same products and services to another governmental agency pursuant to the 
same pricing, terms and provisions being offered to the State. 

O. Force Majeure 
Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

QP li\gree with clarification. 

Neither Party shall be liable for any costs or damages, or for default resulting from its 
inability to perform any of its obligations under the contract due to a natural or manmade 
event outside the control and not the fault of the affected Party ("Force Majeure Event"). 
The Party so affected shall immediately make a written request for relief to the other Party, 
and shall have the burden of proof to justify the request. The other Party may grant the 
relief requested; relief may not be unreasonably withheld. Labor disputes with the impacted 
Party's own employees will not be considered a Force Majeure Event. 

Cl Response: 

Cl believes the force majeure provision requires clarification as to the mutuality and cure period. 
Cl proposes the following: "Neither party shall be held responsible for delay or default caused by 
fire, riot, acts of God, war, or any other cause which is beyond the party's reasonable control. Both 
Parties shall, however, make all reasonable efforts to remove or eliminate such a cause of delay or 
default and shall, upon the cessation of the cause, diligently pursue performance of its obligations 
under this Contract. Either Party may terminate this Contract upon written notice to the other 
Party if the other Party is unable to correct such force majeure condition within thirty (30) days." 
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P. Confidentiality 

Accept Reject Reject & Provide 
(Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

GP 

State of Nebraska State Purchasing 
Requc~t for Proposal for Contractual Services 

Solicitation Number: RFP 5824 I. I 
Section lJ - Terms and Conditions 

NOTES/COMMENTS: 

All materials and information provided by the Parties or acquired by a Party on behalf of the 
other Party shall be regarded as confidential information. All materials and information 
provided or acquired shall be handled in accordance with federal and state law, and ethical 
standards. Should said confidentiality be breached by a Party, the Party shall notify the 
other Party immediately of said breach and take immediate corrective action. 

It is incumbent upon the Parties to inform their officers and employees of the penalties for 
improper disclosure imposed by the Privacy Act of 1974, 5 U.S.C. 552a. Specifically, 5 
U.S.C. 552a (i)(1), which is made applicable by 5 U.S.C. 552a (m)(1), provides that any 
officer or employee, who by virtue of his/her employment or official position has possession 
of or access to agency records which contain individually identifiable information, the 
disclosure of which is prohibited by the Privacy Act or regulations established thereunder, 
and who knowing that disclosure of the specific material is prohibited, willfully discloses the 
material in any manner to any person or agency not entitled to receive it, shall be guilty of a 
misdemeanor and fined not more than $5,000. 

Cl Response: 

Read and understood; 

Q. Early Termination 

Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

GP Cl agrees to include a termination for convenience 
provision in the final agreement; however, such provision 
shall contain additional caveats. "Termination of this 
!Agreement shall not affect the obligations of either Party 
pursuant to the terms and provisions of any sales order 
that has been executed by an authorized representative 
of each Party prior to the effective date of termination of 
this Agreement." 
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Section II - Terms and Conditions 

The contract may be terminated as follows: 

1. The State and the Contractor, by mutual written agreement. may terminate the 
contract at any time. 

2. The State, in its sole discretion, may terminate the contract for any reason upon 
thirty (30) calendar day's written notice to the Contractor. Such termination shall not 
relieve the Contractor of warranty or other service obligations incurred under the 
terms of the contract. In the event of termination the Contractor shall be entitled to 
payment, determined on a pro rata basis, for products or services satisfactorily 
performed or provided. 

3. The State may terminate the contract immediately for the following reasons: 

Cl Response: 

a. if directed to do so by statute; 

b. Contractor has made an assignment for the benefit of creditors. has 
admitted in writing its inability to pay debts as they mature, or has ceased 
operating in the normal course of business; 

c. a trustee or receiver of the Contractor or of any substantial part of the 
Contractor's assets has been appointed by a court; 

d. fraud, misappropriation, embezzlement, malfeasance, misfeasance, or illegal 
conduct pertaining to performance under the contract by its Contractor, its 
employees, officers, directors, or shareholders; 

e. an involuntary proceeding has been commenced by any Party against the 
Contractor under any one of the chapters of Title 11 of the United States 
Code and (i) the proceeding has been pending for at least sixty (60) 
calendar days; or (ii) the Contractor has consented, either expressly or by 
operation of law, to the entry of an order for relief; or (iii) the Contractor has 
been decreed or adjudged a debtor; 

f. a voluntary petition has been filed by the Contractor under any of the 
chapters of Title 11 of the United States Code; 

g. Contractor intentionally discloses confidential information; 

h. Contractor has or announces it will discontinue support of the deliverable; 
and, 

i. In the event funding is no longer available. 

Cl agrees to include a termination provision in the final contract; however, such provision shall be 
mutual in nature and contain additional caveats. Please refer to the following language: This 
Agreement shall remain in effect until terminated by either Party. Either Party may terminate this 
Agreement, provided that such Party provides to the other Party written notice of such 
termination at least thirty (30) days prior to the effective date of such termination. The notice of 
termination shall reflect the effective date of the termination; if it does not, then the effective 
date of the termination shall be the date that is thirty (30) days after the non-terminating Party 
receives the written notice of the termination. Notwithstanding the foregoing, however, the 
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Section 11 - Terms and Conditions 

termination of this Agreement shall not affect the obligations of either Party pursuant to the terms 
and provisions of any order that has been executed by an authorized representative of each Party 
prior to the effective date of termination of this Agreement. However, because of the type of 
services being provided and the advanced cost implication to Cl, any termination for convenience 
must be subject to a termination fee equal to the lesser amount due for the maintenance being 
terminated for twelve (12) months or the remainder of the term. 

R. Contract Closeout 

Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) {Initial) Alternative within 

RFP Response 
(Initial) 

GP Cl is a reseller that installs telephony equipment and 
hardware. Cl does not create anything. Each party will 
retain ownership of any intellectual property. 

Upon contract closeout for any reason the Contractor shall within 30 days, unless stated 
otherwise herein: 

1. Transfer all completed or partially completed deliverables to the State; 

2. Transfer ownership and title to all completed or partially completed deliverables to 
the State; 

3. Return to the State all information and data, unless the Contractor is permitted to 
keep the information or data by contract or rule of law. Contractor may retain one 
copy of any information or data as required to comply with applicable work product 
documentation standards or as are automatically retained in the course of 
Contractor's routine back up procedures; 

4. Cooperate with any successor Contactor, person or entity in the assumption of any 
or all of the obligations of this contract; 

5. Cooperate with any successor Contactor, person or entity with the transfer of 
information or data related to this contract; 

6. Return or vacate any state owned real or personal property; and, 

7. Return all data in a mutually acceptable format and manner. 
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Request for Proposal for Contractual Services 

Solicitation Number: RFP 5 824 I. I 
Section ll - Terms and Conditions 

Nothing in this Section should be construed to require the Contractor to surrender 
intellectual property, real or personal property, or information or data owned by the 
Contractor for which the State has no legal claim. 

Cl Response: 

Cl takes exception to this provision. Cl does not create Work Material. However, in the unusual 
circumstance that Cl does create Work Material, then, upon payment in full for all charges due: 
(1) that work will be the sole, exclusive property of Cl, and (2) Customer will have a non-exclusive, 
non-transferable, perpetual, limited license to use the work within the Territory of the United 

States, for Customer's internal business purposes. 
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State of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: RrP 5824 ZI 

Section 111 - Contractor Duties 

SECTION Ill -CONTRACTOR DUTIES 

A. Independent Contractor/ Obligations 

Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

GP !Agree with clarification . 

It is agreed that the Contractor is an independent contractor and that nothing contained 
herein is intended or should be construed as creating or establishing a relationship of 
employment, agency, or a partnership. 

The Contractor is solely responsible for fulfilling the contract. The Contractor or the 
Contractor's representative shall be the sole point of contact regarding all contractual 
matters. 

The Contractor shall secure, at its own expense, all personnel required to perform the 
services under the contract. The personnel the Contractor uses to fulfill the contract shall 
have no contractual or other legal relationship with the State; they shall not be considered 
employees of the State and shall not be entitled to any compensation, rights or benefits 
from the State, including but not limited to, tenure rights, medical and hospital care, sick 
and vacation leave, severance pay, or retirement benefits. 

By-name personnel commitments made in the Contractor's proposal shall not be changed 
without the prior written approval of the State. Replacement of these personnel, if approved 
by the State, shall be with personnel of equal or greater ability and qualifications. 

All personnel assigned by the Contractor to the contract shall be employees of the 
Contractor or a subcontractor, and shall be fully qualified to perform the work required 
herein. Personnel employed by the Contractor or a subcontractor to fulfill the terms of the 
contract shall remain under the sole direction and control of the Contractor or the 
subcontractor respectively. 

With respect to its employees, the Contractor agrees to be solely responsible for the 
following: 

1. Any and all pay, benefits, and employment taxes and/or other payroll withholding; 

2. Any and all vehicles used by the Contractor's employees, including all insurance 
required by state law; 

3. Damages incurred by Contractor's employees within the scope of their duties under 
the contract; 

4. Maintaining Workers' Compensation and health insurance that complies with state 
and federal law and submitting any reports on such insurance to the extent required 
by governing law; and 

5. Determining the hours to be worked and the duties to be performed by the 
Contractor's employees. 
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.Section Ill Contractor Duties 

6. All claims on behalf of any person arising out of employment or alleged employment 
(including without limit claims of discrimination alleged against the Contractor, its 
officers, agents, or subcontractors or subcontractor's employees) 

If the Contractor intends to utilize any subcontractor. the subcontractor's level of effort, 
tasks, and time allocation should be clearly defined in the bidder's proposal. The Contractor 
shall agree that it will not utilize any subcontractors not specifically included in its proposal 
in the performance of the contract without the prior written authorization of the State. 

The State reserves the right to require the Contractor to reassign or remove from the 
project any Contractor or subcontractor employee. 

Contractor shall insure that the terms and conditions contained in any contract with a 
subcontractor does not conflict with the terms and conditions of this contract. 

The Contractor shall include a similar provision, for the protection of the State, in the 
contract with any Subcontractor engaged to perform work on this contract. 

Cl Response: 

Agree with clarification. Cl cannot agree to include certain customer specific provisions in our 
contracts with our subcontractors as we already have a master agreement with our subs and to 
add every one of our customer's specific requirements like this would be impossible to manage. 
Cl will agree to remain fully liable and responsible for the acts and omissions of our subs in 
performing the services. 

B. Employee Work Eligibility Status 

Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

GP 

The Contractor is required and hereby agrees to use a federal immigration verification 
system to determine the work eligibility status of employees physically performing services 
within the State of Nebraska. A federal immigration verification system means the electronic 
verification of the work authorization program authorized by the Illegal Immigration Reform 
and Immigrant Responsibility Act of 1996, 8 U.S.C. 1324a, known as the E-Verify Program, 
or an equivalent federal program designated by the United States Department of Homeland 
Security or other federal agency authorized to verify the work eligibility status of an 
employee. 

If the Contractor is an individual or sole proprietorship, the following applies: 

1. The Contractor must complete the United States Citizenship Attestation Form, 
available on the Department of Administrative Services website at 
http://das.nebraska.gov/materiel/purchasinq.html 

June 5, 2018 ©2018 ConvergeOne 41 



I ConvergeDne 
State of Nebraska Sh1te Pul'chasing 

Request for Proposal for Contractual Services 
Solicitation Number: RFP 5824 /1 

Section JII Contractor Duties 

2. The completed United States Attestation Form should be submitted with the RFP 
response. 

3. If the Contractor indicates on such attestation form that he or she is a qualified alien, 
the Contractor agrees to provide the US Citizenship and Immigration Services 
documentation required to verify the Contractor's lawful presence in the United 
States using the Systematic Alien Verification for Entitlements (SAVE) Program. 

4. The Contractor understands and agrees that lawful presence in the United States is 
required and the Contractor may be disqualified or the contract terminated if such 
lawful presence cannot be verified as required by Neb. Rev. Stat. §4-108. 

Cl Response: 

Read and understood. 

C. Compliance with Civil Rights Laws and Equal Opportunity 

Employment/ Nondiscrimination (Statutory) 

The Contractor shall comply with all applicable local, state, and federal statutes and 
regulations regarding civil rights laws and equal opportunity employment. The Nebraska 
Fair Employment Practice Act prohibits Contractors of the State of Nebraska, and their 
Subcontractors, from discriminating against any employee or applicant for employment, 
with respect to hire, tenure, terms, conditions, compensation, or privileges of employment 
because of race, color, religion, sex, disability, marital status, or national origin (Neb. Rev. 
Stat. §48-1101 to 48-1125). The Contractor guarantees compliance with the Nebraska Fair 
Employment Practice Act, and breach of this provision shall be regarded as a material 
breach of contract. The Contractor shall insert a similar provision in all Subcontracts for 
services to be covered by any contract resulting from this RFP. 

Cl Response: 

Read and understood with clarification. Cl cannot agree to include certain customer specific 
provisions in our contracts with our subcontractors as we already have a master agreement with 
our subs and to add every one of our customer's specific requirements like this would be 
impossible to manage. Cl will agree to remain fully liable and responsible for the acts and 
omissions of our subs in performing the services. 

D. Cooperation with Other Contractors 

Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) (Initial) Alternative within 

RFP Response 
{Initial) 

GP Cl takes exception. 
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Sccrion ! I[ Contractor Duties 

Contractor may be required to work with or in close proximity to other contractors or 
individuals that may be working on same or different projects. The Contractor shall agree to 
cooperate with such other contractors or individuals, and shall not commit or permit any act 
which may interfere with the performance of work by any other contractor or individual. 
Contractor is not required to compromise Contractor's inteliectuai property or proprietary 
information unless expressly required to do so by this contract. 

Cl Response: 

Cl takes exception and shall not knowingly commit or permit any act which may interfere with the 
performance of work by any other contractor or individual. Cl cannot be held liable for a delay in 
performing the services caused by other contractors. C1 will not compromise Cl's intellectual 
property or proprietary information. 

E. Permits, Regulations, Laws 

Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

GP 

The contract price shall include the cost of all royalties, licenses, permits, and approvals, 
whether arising from patents, trademarks, copyrights or otherwise, that are in any way 
involved in the contract. The Contractor shall obtain and pay for all royalties, licenses, and 
permits, and approvals necessary for the execution of the contract. The Contractor must 
guarantee that it has the full legal right to the materials, supplies, equipment, software, and 
other items used to execute this contract. 

Cl Response: 

Cl cannot agree to this provision as it is written. Cl can only pass on Infringement Indemnification 
it receives from its suppliers and proposes the following: "Intellectual Property Infringement 
Indemnification - With respect to each Product that Cl provides to Customer hereunder, Cl will 
provide to Customer an intellectual property infringement indemnity to the extent, and only to 
the extent, that Cl receives an intellectual property infringement indemnity from the respective 
manufacturer for such Product. The terms and provisions of each intellectual property 
infringement indemnity that apply to the respective Products that Cl provides to Customer 
hereunder are available at www.convergeone.com. 

Because Cl is not the manufacturer of any of the Products, Cl provides no indemnity with respect 
to any claim that arises from a combination of (i) a Product manufactured by one (1) manufacturer 
with a Product manufactured by a different manufacturer; or (ii) a Product that Cl provides to 
Customer with any product that Cl has not provided to Customer. Notwithstanding the preceding 
sentence, however, with respect to each individual Product involved in the aforementioned 
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combinations, Cl will still provide to Customer the intellectual property infringement indemnity to 
the extent, and only to the extent, that Cl receives an intellectual property infringement 
indemnity from the respective manufacturer for each Product." 

F. Ownership of Information and Data/ Deliverables 

Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

GP Ct takes exception. 

The State shall have the unlimited right to publish, duplicate, use, and disclose all 
information and data developed or obtained by the Contractor on behalf of the State 
pursuant to this contract. 

The State shall own and hold exclusive title to any deliverable developed as a result of this 
contract. Contractor shall have no ownership interest or title, and shall not patent, license, 
or copyright, duplicate, transfer, sell, or exchange, the design, specifications, concept. or 
deliverable. 

Cl Response: 

Both Parties shall retain right and ownership of their respective property. Cl takes exception to 
this provision and proposes the following in lieu thereof: 

Both Parties shall each retain all right, title, and interest in and to their respective pre-existing 
intellectual property and, except as otherwise provided herein, no license therein (whether 
express or implied) is granted by this Agreement or as a result of the Services performed 
hereunder. To the extent that the Parties wish to grant to the other rights or interests in pre­
existing intellectual property, separate license agreements on mutually acceptable terms will be 
executed. 

If applicable, Cl grants to Customer a royalty-free, fully paid-up, worldwide, perpetual, non­
exclusive, and non-transferable license to use any Intellectual Property (as hereinafter defined) 
and/or the Services that are incorporated into any deliverable item listed in an SOW. Cl, however, 
shall retain ownership of and unrestricted right to use any such Intellectual Property. Cl may 
perform the same or similar services for others. 
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G. Insurance Requirements 

Accept Reject Reject & Provide 
(Initial) (Initial) Alternative within 

RFP Responso 
(Initial) 

GP 

State of Ncbniska State Purchasing 
l{equcst for Proposal for Contractual Services 

Solicitation Number: RFP 5824 / I 
Section Ill Contractor Duties 

NOTES/COMMENTS: 

Cl takes exception to the limits available for the 
additional insured. 

The Contractor shall throughout the term of the contract maintain insurance as specified 
herein and provide the State a current Certificate of Insurance/Acord Form (COi) verifying 
the coverage. The Contractor shall not commence work on the contract until the insurance 
is in place. If Contractor subcontracts any portion of the Contract the Contractor must, 
throughout the term of the contract, either: 

1. Provide equivalent insurance for each subcontractor and provide a COi verifying the 
coverage for the subcontractor; 

2. Require each subcontractor to have equivalent insurance and provide written notice 
to the State that the Contractor has verified that each subcontractor has the 
required coverage; or, 

3. Provide the State with copies of each subcontractor's Certificate of Insurance 
evidencing the required coverage. 

The Contractor shall not allow any Subcontractor to commence work until the 
Subcontractor has equivalent insurance. The failure of the State to require a COi, or the 
failure of the Contractor to provide a COi or require subcontractor insurance shall not limit, 
relieve, or decrease the liability of the Contractor hereunder. 

In the event that any policy written on a claims-made basis terminates or is canceled during 
the term of the contract or within one ( 1) years of termination or expiration of the contract, 
the contractor shall obtain an extended discovery or reporting period, or a new insurance 
policy, providing coverage required by this contract for the term of the contract and one (1) 
years following termination or expiration of the contract. 

If by the terms of any insurance a mandatory deductible is required, or if the Contractor 
elects to increase the mandatory deductible amount, the Contractor shall be responsible for 
payment of the amount of the deductible in the event of a paid claim. 

Notwithstanding any other clause in this Contract, the State may recover up to the liability 
limits of the insurance policies required herein. 

C1 Response: 

Cl takes exception to the last sentence and requests this be removed. Cl additional insured 
endorsements do include wording that the limits available to the additional insured are limited to 
what's required by the contract. The limits available for the additional insured will be the lesser of 
what is "1. Required by the contract or agreement or 2. Available under the applicable limits of 
insurance shown in the declarations". 
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1. WORKERS' COMPENSATION INSURANCE 

The Contractor shall take out and maintain during the life of this contract the 
statutory Workers' Compensation and Employer's Liability Insurance for all of the 
contactors' employees to be engaged in work on the project under this contract and, 
in case any such work is sublet, the Contractor shall require the Subcontractor 
similarly to provide Worker's Compensation and Employer's Liability Insurance for 
all of the Subcontractor's employees to be engaged in such work. This policy shall 
be written to meet the statutory requirements for the state in which the work is to be 
performed, including Occupational Disease. The policy shall include a waiver of 
subrogation in favor of the State. The COi shall contain the mandatory COi 
subrogation waiver language found hereinafter. The amounts of such insurance 
shall not be less than the limits stated hereinafter. For employees working in the 
State of Nebraska, the policy must be written by an entity authorized by the State of 
Nebraska Department of Insurance to write Workers' Compensation and Employer's 
Liability Insurance for Nebraska employees. 

Cl Response: 

Read and understood. 

2. COMMERCIAL GENERAL LIABILITY INSURANCE AND COMMERCIAL 
AUTOMOBILE LIABILITY INSURANCE 

The Contractor shall take out and maintain during the life of this contract such 
Commercial General Liability Insurance and Commercial Automobile Liability 
Insurance as shall protect Contractor and any Subcontractor p~rforming work 
covered by this contract from claims for damages for bodily injury, including death, 
as well as from claims for property damage, which may arise from operations under 
this contract, whether such operation be by the Contractor or by any Subcontractor 
or by anyone directly or indirectly employed by either of them, and the amounts of 
such insurance shall not be less than limits stated hereinafter. 

The Commercial General Liability Insurance shall be written on an occurrence 
basis, and provide Premises/Operations, Products/Completed Operations, 
Independent Contractors, Personal Injury, and Contractual Liability coverage. The 
policy shall include the State, and others as required by the contract documents, as 
Additional lnsured(s). This policy shall be primary, and any insurance or self­
insurance carried by the State shall be considered secondary and non-contributory. 
The COi shall contain the mandatory COi liability waiver language found 
hereinafter. The Commercial Automobile Liability Insurance shall be written to cover 
all Owned, Non-owned, and Hired vehicles. 

Cl Response: 

Read and understood. 
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REQUIRED INSURANCE COVERAGE 
COMMERCIAL GENERAL LIABILITY 

General Aaareaate 
Products/Completed Operations 
Annreaate 
Personal/ Advertisi no In i ury 
Bodily lniurv/Property Damage 

Medical Payments 
Damaae to Rented Premises (Fire) 
Contractual 
XCU Liability (Explosion, Collapse, and 
Underaround Oamaae) 
Independent Contractors 
Abuse & Molestation 

State of Nebraska State Purchasing 

Request for Proposal for Contractual Services 
Solicitation Number: RFP 5824 Zl 

Section Ill Contractor Duties 

$2,000,000 
$2,000,000 

$1.000.000 per occurrence 
$1,000,000 oer occurrence 

$10,000 any one person 
$300,000 each occurrence 
Included 
Included 

Included 
Included 

If higher limits are required, the Umbrella/Excess Liability limits are allowed to satisfy the higher 
limit. 
WORKER'S COMPENSATION 

Employers Liability Limits $500K/$500K/$5001( 
Statutorv Limits- All States Statutory - State of Nebraska 
USL&H Endorsement Statutorv 
Voluntarv Compensation Statutorv 

COMMERCIAL AUTOMOBILE LIABILITY 
Bodilv lniurv/Propertv Damaae $1.000.000 combined sinale limit 
Include All Owned, Hired & Non-Owned Included 
Automobile liability 
Motor Carrier Act Endorsement Where Aoplicable 

UMBRELLA/EXCESS LIABILITY 
Over Primarv Insurance $5,000.000 oer occurrence 

PROFESSIONAL LIABILITY 
All Other Professional Liability (Errors & $1,000,000 Per Claim/ Aggregate 
Omissions) 

COMMERCIAL CRIME 
Crime/Employee Dishonesty Including 3rd $1,000,000 
Partv Fidelitv 

CYBER LIABILITY 
Breach of Privacy, Security Breach, Denial $10,000,000 
of Service, Remediation, Fines and 
Penalties 

MANDATORY COi SUBROGATION WAIVER LANGUAGE 
"Workers· Compensation policy shall include a waiver of subrogation in favor of the State of 
Nebraska." 

MANDATORY COi LIABILITY WAIVER LANGUAGE 
"Commercial General Liability & Commercial Automobile Liability policies shall name the State of 
Nebraska as an Additional Insured and the policies shall be primary and any insurance or self-
insurance carried by the State shall be considered secondary and non-contributory as additionally 
insured." 
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State of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: RFP 5824 Zl 
Section I II - Contractor Duties 

If the mandatory COi subrogation waiver language or mandatory COi iiabiiity waiver 
language on the COi states that the waiver is subject to, condition upon, or otherwise limit 
by the insurance policy, a copy of the relevant sections of the policy must be submitted with 
the COi so the State can review the limitations imposed by the insurance policy. 

Cl Response: 

Abuse & Molestation - Cl has an exclusion for expected or intended injury which could certainly 
apply. We do have an employment practices liability policy which covers third party employment 
practices liability claims. 

USL&H- Cl believes this would not apply to this project. 

Voluntary Compensation - This would be used to cover employees not subject to work comp 
(domestic works, agricultural workers, volunteers, etc.) and Cl believes this would not be 
applicable to this project. 

3. EVIDENCE OF COVERAGE 

The Contractor shall furnish the Contract Manager, with a certificate of insurance 
coverage complying with the above requirements prior to beginning work at: 

Office of the CIO 
Attn: Controller 
501 South 14th Street 
Lincoln, NE 68508 

These certificates or the cover sheet shall reference the RFP number, and the 
ce11ificates shall include the name of the company, policy numbers, effective dates, 
dates of expiration, and amounts and types of coverage afforded. If the State is 
damaged by the failure of the Contractor to maintain such insurance, then the 
Contractor shall be responsible for all reasonable costs properly attributable thereto. 

Reasonable notice of cancellation of any required insurance policy must be 
submitted to the contract manager as listed above when issued and a new coverage 
binder shall be submitted immediately to ensure no break in coverage. 

Cl Response: 

Evidence of Coverage- Normally we submit certificates to the current holders at the time of 
renewal to ensure no break in coverage. Please see Appendix 3- Cl Evidence of Coverage. 
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4. DEVIATIONS 

State of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: RFP 5824 /, l 
Section Ill Contractor Duties 

The insurance requirements are subject to limited negotiation. Negotiation typically 
includes, but is not necessarily limited to, the correct type of coverage, necessity for 
Workers' Compensation, and the type of automobile coverage carried by the 
Contractor. 

C.1 Response: 

Please see Appendix 3 - Cl Evidence of Coverage. 

H. Antitrust 
Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

GP Cl takes exception to this provision. 

The Contractor hereby assigns to the State any and all claims for overcharges as to goods 
and/or services provided in connection with this contract resulting from antitrust violations 
which arise under antitrust laws of the United States and the antitrust laws of the State. 

Cl Response: 

Cl takes exception to this provision. Blanket assignment of Cl's antitrust claims is too broad of an 
assignment. Should any such claim arise that directly effects the State, the parties will discuss 
proper resolution at that time. 

I. Conflict of Interest 

Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

GP 

By submitting a proposal, bidder certifies that there does not now exist a relationship 
between the bidder and any person or entity which is or gives the appearance of a conflict 
of interest related to this RFP or project. 

The bidder certifies that it shall not take any action or acquire any interest, either directly or 
indirectly, which will conflict in any manner or degree with the performance of its services 
hereunder or which creates an actual or an appearance of conflict of interest. 
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State of Neh..aslrn State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: RFP 5824 Zl 
Section Ill - Contractor Duties 

The bidder certifies that it will not knowingly employ any individual known by bidder to have 
a conflict of interest. 

The Parties shall not knowingly, for a period of two years after execution of the contract, 
recruit or employ any employee or agent of the other Party who has worked on the RFP or 
project, or who had any influence on decisions affecting the RFP or project. 

Cl Response: 

Read and understood. 

J. State Property 

Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) (Initial) Alternative within 

RFP Response 
{Initial) 

GP Not applicable. 

The Contractor shall be responsible for the proper care and custody of any State•owned 
property which is furnished for the Contractor's use during the performance of the contract. 
The Contractor shall reimburse the State for any loss or damage of such proper1y; normal 
wear and tear is expected. 

Cl Response: 

Read and understood. 

K. Site Rules and Regulations 

Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) (Initial) Alternative within 

RFP Response 
{Initial) 

GP 
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State of Nebraska State Purchasing 

Request for Proposc1l for Contractual Services 
Solicitation Number: RFP 5824 /,I 

Section lll - Contractor Duties 

The Contractor shall use its best efforts to ensure that its employees. agents, and 
Subcontractors comply with site rules and regulations while on State premises. If the 
Contractor must perform on-site work outside of the daily operational hours set forth by the 
State, it must make arrangements with the State to ensure access to the facility and the 
equipment has been arranged. No additionai payment wiii be made by the State on the 
basis of lack of access, unless the State fails to provide access as agreed to in writing 
between the State and the Contractor. 

Cl Response: 

Read and understood. 

L. Advertising 

Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

GP 

The Contractor agrees not to refer to the contract award in advertising in such a manner as 
to state or imply that the company or its services are endorsed or pref erred by the State. 
Any publicity releases pertaining to the project shall not be issued without prior written 
approval from the State. 

Cl Response: 

Cl requires this to be mutual to both parties. 

M. Nebraska Technology Access Standards (Statutory) 

Contractor shall review the Nebraska Technology Access Standards, found at 
http://nitc.nebraska.gov/standards/2- 201.html and ensure that products and/or services 
provided under the contract are in compliance or will comply with the applicable standards 
to the greatest degree possible. In the event such standards change during the Contractor's 
performance, the State may create an amendment to the contract to request the contract 
comply with the changed standard at a cost mutually acceptable to the parties. 

Cl Response: 

Read and understood. 
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State of Nebraska State Purchasing 
Request for Propo!>al for Contractual Services 

Solicilation Number: RFP 5824 Zl 

Section lII -.Contractor Duties 

N. Disaster Recovery/Backup Plan 

Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

GP Due to confidentiality agreements with customers, Cl has 
provided the lT Disaster Recovery Table of Contents. 

The Contractor shall have a disaster recovery and back-up plan, of which a copy should be 
provided upon request to the State, which includes, but is not limited to equipment, 
personnel, facilities, and transportation, in order to continue services as specified under the 
specifications in the contract in the event of a disaster. 

Cl Response: 

Please see Appendix 4 - Cl Disaster Recovery Table of Contents. 

O. Drug Policy 

Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) (Initial) Alternative within 

RFP Response 
{Initial) 

GP Policy attached. 

Contractor certifies it maintains a drug free work place environment to ensure worker safety 
and workplace integrity. Contractor agrees to provide a copy of its drug free workplace 
policy at any time upon request by the State. 

Cl Response: 

Please see Appendix 5 - Cl Drug Policy. 
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SECTION IV- PAYMENT 

State of Nebraska State Purchasing 
Request for l)roposal for Conlraclual Services 

Solicitation Number: Rf P 5824 Z I 
Section IV - Payment 

A. Prohibition Against Advance Payment (Statutory) 

Payment$ shall not be made until contractual deliverable(s) are received and accepted by 
the State. 

C1 Response: 

Due to the type of services being provided, Cl requires advance payment. This is similar to an 
insurance policy or extended warranty requiring an advance payment. 

B. Taxes(Statutory) 

The State is not required to pay taxes and assumes no such liability as a result of this 
solicitation. Any proper1y tax payable on the Contractor's equipment which may be installed 
in a state-owned facility is the responsibility of the Contractor. 

Cl Response: 

Read and understood. 

C. Invoices 

Accept Reject Reject & Provide NOTES/COMMENTS: 
{Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

GP 

Invoices for payments must be submitted by the Contractor to the agency requesting the 
services with sufficient detail to support payment. All invoicing requirements can be found in 
Attachments A, B, and C. Invoices shall be submitted to AS Accounting 1526 K St. Suite 
240, Lincoln, NE 68508 . The terms and conditions included in the Contractor's invoice shall 
be deemed to be solely for the convenience of the parties. No terms or conditions of any 
such invoice shall be binding upon the State, and no action by the State, including without 
limitation the payment of any such invoice in whole or in part, shall be construed as binding 
or estopping the State with respect to any such term or condition, unless the invoice term or 
condition has been previously agreed to by the State as an amendment to the contract. 

Cl Response: 

Read and understood. 
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D. Inspection and Approval 

Accept Reject Reject & Provide 
(Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

GP 

State of Nebrasl.a State Purchasing 

Request for Proposal for Conlractual Services 
Sol icilation Number: fff P 5 824 Z I 

Section IV - Payment 

NOTES/COMMENTS: 

Final inspection and approval of all work required under the contract shall be performed by 
the designated State officials. 

The State and/or its authorized representatives shall have the right to enter any premises 
where the Contractor or Subcontractor duties under the contract are being performed, and 
to inspect, monitor or otherwise evaluate the work being performed. All inspections and 
evaluations shall be at reasonable times and in a manner that will not unreasonably delay 
work. 

Cl Re.sponse: 

Read and understood. 

E. Payment 

Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

GP 

State will render payment to Contractor when the terms and conditions of the contract and 
specifications have been satisfactorily completed on the part of the Contractor as solely 
determined by the State. (Neb. Rev. Stat. Section 73- 506(1 )) Payment will be made by the 
responsible agency in compliance with the State of Nebraska Prompt Payment Act (See 
Neb. Rev. Stat. §81-2401 through 81-2408). The State may require the Contractor to 
accept payment by electronic means such as ACH deposit. In no event shall the State be 
responsible or liable to pay for any services provided by the Contractor prior to the Effective 
Date of the contract, and the Contractor hereby waives any claim or cause of action for any 
such services. 

Cl Response: 

Read and understood. 

)LIil€ 5, 2018 (92018 ConvergeOne 54 



F. Late Payment (Statutory) 

State of Nebraska State Purchasing 
Request for Proposal for Contractual Service.s 

Solicitation Number: RFP 5824 Zl 

Section IV - Payment 

The Contractor may charge the responsible agency interest for late payment in compliance 
with the State of Nebraska Prompt Payment Act (See Neb. Rev. Stat. §81-2401 through 81-
2408). 

Cl Response: 

Read and understood. 

G. Subject to Funding/ Funding Out Clause for Loss of Appropriations 

Accept Reject Reject & Provide NOTES/COMMENTS: 
(Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

GP Cl takes exception. 

The State's obligation to pay amounts due on the Contract for a fiscal years following the 
current fiscal year is contingent upon legislative appropriation of funds. Should said funds 
not be appropriated, the State may terminate the contract with respect to those payments 
for the fiscal year(s) for which such funds are not appropriated. The State will give the 
Contractor written notice thirty (30) calendar days prior to the effective date of termination. 
All obligations of the State to make payments after the termination date will cease. The 
Contractor shall be entitled to receive just and equitable compensation for any authorized 
work which has been satisfactorily completed as of the termination date. In no event shall 
the Contractor be paid for a loss of anticipated profit. 

C1 Response: 

Cl requires that the State warrants it will not execute a Sales Quote until such a time that all funds 
necessary for such Sales Quote have been appropriated in full. Also, the provision as written 
protects Cl for costs incurred for Products and Services that have actually been delivered to the 
State as of the effective date of termination. However, Cl is required to pay the full cost of the 
Products to its vendors upon ordering the Products. Cl requests the sentence of this provision be 
modified as follows: "The Contractor shall be entitled to receive just and equitable compensation 
for any products ordered and services performed through the date of the termination. 

June 5, 2018 ©2018 ConvergeOne 55 



Cl ConvergeOne 
Stute of Nebraska State Purchasing 

Request for Proposal for Contractual Services 
Solicitation Number: RFP 5824 Zl 

Section IV - Paymcnl 

H. Right to Audit (First Paragraph is Statutory) 

Accept Reject Reject & Provide NOTES/COMMENT$: 
(Initial) (Initial) Alternative within 

RFP Response 
(Initial) 

GP 

The State shall have the right to audit the Contractor's performance of this contract upon a 
30 days· written notice. Contractor shall utilize generally accepted accounting principles, 
and shall maintain the accounting records, and other records and information relevant to 
the contract (Information) to enable the State to audit the contract. The State may audit and 
the Contractor shall maintain, the Information during the term of the contract and for a 
period of five (5) years after the completion of this contract or until all issues or litigation are 
resolved, whichever is later. The Contractor shall make the Information available to the 
State at Contractor's place of business or a location acceptable to both Parties during 
normal business hours. If this is not practical or the Contractor so elects, the Contractor 
may provide electronic or paper copies of the Information. The State reserves the right to 
examine, make copies of, and take notes on any Information relevant to this contract, 
regardless of the form or the Information, how it is stored, or who possesses the 
Information. Under no circumstance will the Contractor be required to create or maintain 
documents not kept in the ordinary course of contractor's business operations, nor will 
contractor be required to disclose any information, including but not limited to product cost 
data, which is confidential or proprietary to contractor. 

Cl Response: 

Cl shall keep complete and accurate financial records relating to the products supplied pursuant 
to this Agreement. All of said records shall be retained by Cl for a minimum of five (5) years. Upon 
receipt of written request, Cl will provide copies of pertinent documentation that relate to the 
products supplied pursuant to the terms and provisions of this Agreement; provided, however, 
that the request is both reasonable and received by Cl within thirty-six (36) months after the date 
on which the invoice is issued. The term "pertinent documentation" shall be deemed to include 
neither any correspondence between Cl nor any of its suppliers nor any proprietary information 
that belongs to Cl. 
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State of Nebraska State Pu.-chasing 

Requt!st for Proposal for Contractual Services 
Solicilation Number: RFP 5824 Z I 

Section IV - Paymenl 

The Parties shall pay their own costs of the audit unless the audit finds a previously 
undisclosed overpayment by the State. If a previously undisclosed overpayment exceeds 
one-half of one (.5%) of the total contract billings, or if fraud, material misrepresentations, or 
non-performance is discovered on the part of the Contractor, the Contractor shall reimburse 
the State for the total costs of the audit. Overpayments and audit costs owed to the State 
shall be paid within ninety days of written notice of the claim. The Contractor agrees to 
correct any material weaknesses or condition found as a result of the audit. 

Cl Response: 

Read and understood. 
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E.I ConvergeOne 

State of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Solicitation N um her: R rr 5824 Z I 
Section V - Project Description and Scope or Work 

SECTION V - PROJECT DESCRIPTION AND SCOPE OF WORI< 

The bidder should provide the following information in response to this RFP. 

Proposals are being sought for the purpose of securing the most cost efficient Hosted Voice 
Over Internet Protocol Telephony (VOiP) Services. This solution will replace the State's 
Centrex service in select locations throughout the State as defined in Attachment D. The 
purpose of this RFP is to provide for phone service that includes the most up-to-date VOiP 
features and functionality as a hosted service with equipment ownership, maintenance and 
service remaining with the Contractor. 

A. VoIP Hosting 

This RFP provides three options for bidding: 

Option A, Office of the Chief Information Officer (OCIO)-Hosted Solution, 

Option B, Carrier-Hosted Solution, and; 

Option C, an Alternate Solution. 

Bidders may bid on any or all options. In order for a bid to be considered for more than one 
option, a complete, separate proposal (Corporate, Technical, and Cost) must be submitted 
for EACH option. Each proposal submitted must clearly identify which option is being bid. 
The State will evaluate all proposals submitted within each separate option, (Option A, 
OCIO-Hosted, Option B, Carrier-Hosted, and Option C, Alternate) the highest scoring 
bidder will be identified for each option (A, B, C). The State will then make a determination 
as to which option will best meet the State's needs and make an award to the highest 
scoring bidder for that option. 

The following defines the intent of this RFP: 

1. Option A: ocio-Hosted Solution: 
The proposed solution's application in hardware, software, licensing, and all 
associated equipment would be maintained, supported, and managed by the 
Contractor and should be installed at the State's data Center. Network necessary to 
transport VOiP from the core platform out to the desktop would be owned and 
maintained by the State. PSTN connectivity resources will be provided by the State 
using SIP trunks. See Attachment A for additional requirements. 

2. Option B: Carrjer-Hosted Solution: 
This service will be provided by a PSC certified telecommunications carrier. The 
proposed solution's application hardware, software, licensing, all associated 
equipment infrastructure will be owned and maintained by the Contractor on the 
Contractor's premises. All connectivity necessary to deliver proposed service to the 
OCIO aggregation points in the Lincoln and Omaha data centers will be provided by 
the Contractor. Network necessary to transport VOiP from the Contractor's 
aggregation point in the State Data center out to the desktop would be owned and 
maintained by the State. See Attachment B for additional requirements. 

3. Optjon C: An Alternate solytjon: Other configurations could be proposed. See 
Attachment C for additional requirements. 
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Office of the Chief Information Officer 

State of Nebraska State Purchasing 
Request for Proposal for Contn:1ctual Services 

Solicitation Number: RFP 5824 Zl 
Section .V Project Description and Scope of Work 

The Nebraska OCIO is directly responsible for this project. The OCIO provides, for the 
State of Nebraska, leadership, project management, planning, implementation, and support 
services for Information Technology for the State of Nebraska. The OCIO will provide 
support for the project, including support for the technical planning, implementation, testing 
and maintenance of the new solution. 

Cl Response: 

Comply. Cl has completed Attachment A - OC/0 Hosted Solution. 

8. Project Overview 

The State currently utilizes traditional Centrex products to provide digital and analog 
telephony services in many locations. The purpose of this RFP is to secure a replacement 
of these services. 

C1 Response: 

Acknowledge. 

C. Project Environment 

The current telephony environment is a mix of Carrier provided Centrex, POTS lines, and 
State operated Cisco solutions. Integration with the bidders proposed solution may be 
possible if that integration is feasible and economical. Any proposed solution that integrates 
in a manner that reduces cost and increases current network resiliency and redundancy 
would be preferred however, is not required. See Attachment D for a list of current Centrex 
quantities by City. Bidder MUST be able to provide service to ALL communities listed on 
Attachment D and any other community within the State of Nebraska as deemed necessary 
during the course of the contract. 

C1 Response: 

Comply. 
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D. Scope of Work 

State of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: RfP 5824 Z I 
Section V Pr~ject Description and Scope or Work 

The State is soliciting proposals for a qualified Contractor to provide a managed VOiP 
solution that will replace the current Centrex environment. Please see Attachment A -
OCIO Hosted Solution, Attachment B- Carrier Hosted Solution and Attachment C -
Alternative Solution for technical requirements. 

C1 Response: 

Comply. Cl has completed Attachment A - OC/0 Hosted Solution . 
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SECTION VI- PROPOSAL INSTRUCTIONS 

State of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: RFP 5824 /I 

Section VI Proposal Instructions 

This section documents the requirements that should be met by bidders in preparing the 
Technical and Cost Proposal. Bidders should identify the subdivisions of "Project 
Description and Scope of Work" clearly in their proposals; failure to do so may result in 
disqualification. Failure to respond to a specific requirement may be the basis for 
elimination from consideration during the State's comparative evaluation. 

Proposals are due by the date and time shown in the Schedule of Events. Content 
requirements for the Technical and Cost Proposal are presented separately in the following 
subdivisions; format and order: 

A. Proposal Submission 

1. REQUEST FOR PROPOSAL FORM 

By signing the "RFP for Contractual Services" form, the bidder guarantees 
compliance with the provisions stated in this RFP, agrees to the Terms and 
Conditions stated in this RFP unless otherwise agreed to, and certifies bidder 
maintains a drug free work place environment. 

The RFP for Contractual Services form must be signed using an indelible method 
(not electronically) and returned per the schedule of events in order to be 
considered for an award. 

Sealed proposals must be received in the State Purchasing Bureau by the date and 
time of the proposal opening per the Schedule of Events. No late proposals will be 
accepted. No electronic, e-mail, fax, voice, or telephone proposals will be accepted. 

It is the responsibility of the bidder to check the website for all information relevant 
to this solicitation to include addenda and/or amendments issued prior to the 
opening date. Website address is as follows: 
http://das.nebraska.gov/materiel/purchasing. html 

Further, Sections II through VII must be completed and returned with the proposal 
response. 

C1 Response: 

Comply. Please see the Request for Proposal for Contractual Services Form provided at the front of 
this response. 
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State of Nebraska State Purchasing 

Request for Proposal for Contractual Services 
Solicitation Number: K rr 5824 Z I 

Section VI - Proprnml Instructions 

2. CORPORATE OVERVIEW 

The Corporate Overview section of the Technical Proposal should consist of the 
following subdivisions: 

a. Bidder Identification and Information 

The bidder should provide the full company or corporate name, address of 
the company's headquarters, entity organization (corporation, partnership, 
proprietorship), state in which the bidder is incorporated or otherwise 
organized to do business. year in which the bidder first organized to do 
business and whether the name and form of organization has changed since 
first organized. 

b. Financial Statements 

The bidder should provide financial statements applicable to the firm. If 
publicly held, the bidder should provide a copy of the corporation's most 
recent audited financial reports and statements, and the name, address, and 
telephone number of the fiscally responsible representative of the bidder's 
financial or banking organization. 

If the bidder is not a publicly held corporation, either the reports and 
statements required of a publicly held corporation, or a description of the 
organization, including size. longevity, client base, areas of specialization 
and expertise, and any other pertinent information, should be submitted in 
such a manner that proposal evaluators may reasonably formulate a 
determination about the stability and financial strength of the organization. 
Additionally, a non-publicly held firm should provide a banking reference. 

The bidder must disclose any and all judgments, pending or expected 
litigation, or other real or potential financial reversals, which might materially 
affect the viability or stability of the organization, or state that no such 
condition is known to exist. 

The State may elect to use a third party to conduct credit checks as part of 
the corporate overview evaluation. 

c. Change of Ownership 

If any change in ownership or control of the company is anticipated during 
the twelve {12) months following the proposal due date, the bidder should 
describe the circumstances of such change and indicate when the change 
will likely occur. Any change of ownership to an awarded vendor(s} will 
require notification to the State. 

d. Office Location 

June 5, 2018 

The bidder's office location responsible for performance pursuant to an 
award of a contract with the State of Nebraska should be identified. 
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State of Nebraska State Purchasing 

Request f(>r Proposal for Contractual Services 
Solidtalion Number: RrP 5824 ZI 

Section VI - Proposal lnstruclions 

e. Relationships with the State 

The bidder should describe any dealings with the State over the previous 
two (2) years. If the organization, its predecessor, or any Party named in the 
bidder's proposal response has contracted with the State, the bidder should 
identify the contract number(s) and/or any other information available to 
identify such contract(s). If no such contracts exist, so declare. 

f. Bidder's Employee Relations to State 

If any Party named in the bidder's proposal response is or was an employee 
of the State within the past twenty four (24) months, identify the individual(s) 
by name, State agency with whom employed, job title or position held with 
the State, and separation date. If no such relationship exists or has existed, 
so declare. 

If any employee of any agency of the State of Nebraska is employed by the 
bidder or is a Subcontractor to the bidder, as of the due date for proposal 
submission, identify all such persons by name, position held with the bidder, 
and position held with the State (including job title and agency). Describe the 
responsibilities of such persons within the proposing organization. If, after 
review of this information by the State, it is determined that a conflict of 
interest exists or may exist, the bidder may be disqualified from further 
consideration in this proposal. If no such relationship exists, so declare. 

g. Contract Performance 

June 5, 2018 

If the bidder or any proposed Subcontractor has had a contract terminated 
for default during the past five (5) years, all such instances must be 
described as required below. Termination for default is defined as a notice to 
stop performance delivery due to the bidder's non-performance or poor 
performance, and the issue was either not litigated due to inaction on the 
part of the bidder or litigated and such litigation determined the bidder to be 
in default. 

It is mandatory that the bidder submit full details of all termination for default 
experienced during the past five (5) years, including the other Party's name, 
address, and telephone number. The response to this section must present 
the bidder's position on the matter. The State will evaluate the facts and will 
score the bidder's proposal accordingly. If no such termination for default 
has been experienced by the bidder in the past five (5) years, so declare. 

If at any time during the past five (5) years, the bidder has had a contract 
terminated for convenience, non-performance, non-allocation of funds, or 
any other reason, describe fully all circumstances surrounding such 
termination, including the name and address of the other contracting Party. 
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State of Nebraska State Purchasing 
Request for Proposal for Contrm:tual Services 

Solicitation Number: RFP 5824 Zl 

Section Yl - Proposal Instructions 

h. Summary of Bidder's Corporate Experience 

The bidder should provide a summary matrix listing the bidder's previous 
projects similar to this RFP in size, scope, and complexity. The State will use 
no more than three (3) narrative project descriptions submitted by the bidder 
during its evaluation of the proposal. 

The bidder should address the following: 

a) Provide narrative descriptions to highlight the similarities between the 
bidder's experience and this RFP. These descriptions should 
include: 

a) The time period of the project; 

b) The scheduled and actual completion dates; 

c) The Contractor's responsibilities; 

d) For reference purposes, a customer name (including the 
name of a contact person, a current telephone number, a 
facsimile number, and e-mail address); and 

e) Each project description should identify whether the work 
was performed as the prime Contractor or as a 
Subcontractor. If a bidder performed as the prime 
Contractor, the description should provide the originally 
scheduled completion date and budget, as well as the 
actual (or currently planned} completion date and actual (or 
currently planned} budget. 

b) Contractor and Subcontractor(s} experience should be listed 
separately. Narrative descriptions submitted for Subcontractors 
should be specifically identified as Subcontractor projects. 

c) If the work was performed as a Subcontractor, the narrative 
description should identify the same information as requested for the 
Contractors above. In addition, Subcontractors should identify what 
share of contract costs, project responsibilities, and time period were 
performed as a Subcontractor. 

i. Summary of Bidder's Proposed Personnel / Management Approach 

The bidder should present a detailed description of its proposed approach to 
the management of the project. 

June 5, 2018 

The bidder should identify the specific professionals who will work on the 
State's project if their company is awarded the contract resulting from this 
RFP. The names and titles of the team proposed for assignment to the State 
project should be identified in full, with a description of the team leadership, 
interface and support functions, and reporting relationships. The primary 
work assigned to each person should also be identified. 

The bidder should provide resumes for all personnel proposed by the bidder 
to work on the project. The State will consider the resumes as a key 
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indicator of the bidder's understanding of the skill mixes required to carry out 
the requirements of the RFP in addition to assessing the experience of 
specific individuals. 

Resumes should not be longer than three (3) pages. Resumes should 
include, at a minimum, academic background and degrees, professional 
certifications, understanding of the process, and at least three (3) references 
{name, address, and telephone number) who can attest to the competence 
and skill level of the individual. Any changes in proposed personnel shall 
only be implemented after written approval from the State. 

j. Dedicated Support and Repair Team 

The bidder must provide a single point of contact who is qualified to support 
the activities of order, installation and repair. The bidder must provide a list 
of personnel who will be assigned to the contract resulting from this RFP, as 
well as a current resume for each. 

The State reserves the right to require the Contractor to replace any account 
team representative when the State determines that their performance is 
less than satisfactory. The Contractor must agree to make any requested 
replacement within 30 calendar days. 

The bidder must provide a list of contacts and telephone numbers for 
personnel who can be called upon during emergencies. These contacts 
must have the authority to expedite the installation and/or restoration of 
State service, and be willing to work directly with OCIO personnel 24 hours a 
day, 365 days a year. These Contractor personnel may be contacted 
periodically and their contact numbers verified as the OCIO conducts 
preparedness exercises. 

k. Personnel and Management Approach 

June 5, 2018 

A major factor in the success of the Project is the degree of collaboration 
between Contractor staff, the OCIO, and Agency staff. The Contractor is 
expected to work with key OCIO stakeholders, management and subject 
matter experts throughout the business and technology enterprise when 
conducting the project activities and developing the work products and 
deliverables. The Contractor is required to propose a project approach that 
incorporates the involvement of the OCIO staff in order to obtain information 
and feedback necessary to produce quality work products and deliverables. 

In recognition of this, the OCIO has established a dedicated project team 
and management structure that will participate with the Contractor on the 
project. The bidders shall propose a project approach that incorporates 
assignments to the OCIO staff to affect knowledge transfer and collaborate 
in producing project deliverables. The meaningful participation of the OCIO 
throughout the project is critical to the successful operation of the VOiP 
system. While OCIO staff will participate in all contract activities, the 
Contractor remains responsible for the creation of all deliverables. 
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The Bidder's proposal must describe policies, plans and intentions with 
regard to maintaining continuity of key personnel and the implementation 
team assigned to the project to avoid and minimize the impact of necessary 
staff changes. 

m. Subcontractors 

If the bidder intends to Subcontract any part of its performance hereunder, 
the bidder should provide: 

a) name, address, and telephone number of the Subcontractor(s); 

b) specific tasks for each Subcontractor(s); 

c) percentage of performance hours intended for each Subcontract; and 

d) total percentage of Subcontractor{s} performance hours. 

C1 Response: 

Comply. Please see the Corporate Overview section of this response. 

3. Technical Approach 

The technical approach section of the Technical Proposal should consist of the 
following subsections: 

Cl Response: 

a. Understanding of the project requirements; 

b. Proposed development approach; 

c. Technical considerations. 

d. Attachments A, B, and/or C, 

e. Detailed project work plan; and 

f. Deliverables and due dates. 

Comply. Please see the Technical Approach section of this response-
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The technical approach section of the Technical Proposal should consist of the following 
subsections: 

• Understanding of the project requirements; 

• Proposed development approach; 

• Technical considerations, 

• Attachments A, B, and/or C, 

• Detailed project work plan; and 

• Deliverables and due dates. 

Cl Response: 

Comply. 

Understanding of the Project Requirements 

C1 Response: 

Cl is proposing Microsoft Skype for Business for Enterprise Voice with AudioCodes Session Border 

Controllers and IP Phones. 

Microsoft Skype for Business 

Skype for Business is a next-generation cloud communications service that connects people in new 

ways, anytime, from virtually anywhere. Transform your interactions with colleagues, customers 

and partners from today's hit-and-miss communication to a more collaborative, engaging, and 

effective experience. 

Microsoft Skype for Business allows you to find and quickly connect with the right person through 

instant messaging (IM), Skype video calls or online meetings - all within the Office applications you 

already use every day. 

The Microsoft Skype for Business Server can support a range of business sizes, from small 

enterprises to large organizations with up to 100,000 users spread across multiple remote sites. 

While Skype for Business is a very robust tool, we have outlined the key features of the product 

below: 
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• Person-to-person calling- Skype for Business provides voice-over-IP (VoIP) calling over your 

network and the Internet to users in your company, Skype for Business users in other 

companies, and Skype consumer users around the world. Users can easily add video or 

content sharing to any call. 

• Dial by name, from Office - Reach people easily, when you need them, with a single touch 

or click from your contact list in Skype for Business, or the contact card in any Office 

application. 

• Skype connectivity- Connect, communicate, and collaborate with colleagues, consumers, 

other businesses, and friends and family-anyone who uses Skype-with both voice and 

HD video. 

• Anywhere access - Make and receive business calls in the office, at home, or on the road, 

using your business number on your smartphone, tablet, PC, or desk phone. With Office 

365, your calls come to you. 

AudioCodes Session Border Controllers 

AudioCodes Session Border Controllers (SBC) offer direct SIP connectivity between existing 

enterprise voice infrastructure, Skype for Business, the PSTN and SIP trunking services. 
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• Microsoft-qualified platforms 

• Secured SIP trunk connectivity 
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• Skype for Business migration support with advanced routing features and add-on software 

solutions 

• TDM and IP-PBX integration 
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• Integrate with a variety of fixed and mobile end-points 

• Real-time voice quality monitoring 

• Centralized management 

AudioCodes Phones 

AudioCodes' Managed IP Phones solution defines the IP phone as an IT-managed entity and 

delivers unique and complete life-cycle management of end-user desktop devices. The solution 

provides administrators with powerful and easy-to-use tools to simplify tasks such as 

configuration, troubleshooting and monitoring to increase efficiency and ensure user satisfaction. 

AudioCodes' One Voice Operations Center provides the essential tools needed to ensure a smooth 

IP phone deployment. Its IP Phone Manager component enables zero-touch, predefined 

configuration, auto-provisioning, remote mass software upgrades and much more. 

AudioCodes IP Phone Manager enables administrators to offer a reliable desktop phone service 

within their organization. With the ability to deploy and monitor AudioCodes IP phones, identify 

problems and fix them rapidly and efficiently, AudioCodes IP Phone Manager delivers employee 

satisfaction, increased productivity and lower IT expenses. 

Cl has proposed the following AudioCodes phones. Key differentiators include: 

• Support native Skype for Business SILK codec for higher voice quality 

• Support survivability at remote locations with OVR 

• Managed by IP Phone Manager with single pane view of all phones with inventory control, 

management, troubleshooting, and zero touch automated upgrade/configuration. 

Standard 

Cl proposes the AudioCodes 405 IP Phone. The 405 IP Phone is a low-cost, entry-level IP phone 
designed to offer the essential everyday features that the modern business environment 

demands. 

• Full duplex speaker phone and headset connectivity 

• 2 lines, 2 concurrent calls per line 

• Graphic multi-lingual LCD (132 X 64) 

• 4 programmable soft keys 

• PoE or external power supply 

June 5, 2018 ©2018 ConvergeOne 69 



I Converge One 

Advanced 

State of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Numhcr: RFP 5824 Z I 

Technical Approach 

Cl proposes the AudioCodes 450HD IP Phone. The 450HD IP Phone is a high·end, executive IP 

phone. The 4SOHD boasts a large, color 5" touch screen, integrated Bluetooth* and optional 

connectivity to color touch screen expansion modules. 

• Large 5" Color TFT main screen (800 X 480) with multi lingual support 

• Touch oriented user interface allowing up to 8 programmable keys and soft keys 

• Expansion module (optional) with 5" Color TFT screen (480 X 854) 

• Full duplex speakerphone and headset connectivity 

• Integrated Bluetooth for wireless headset connectivity* 

• 8 lines 

• 8 programmable speed dial keys with presence monitoring (BLF) 

• GbE Support 

• USB Headset support 

• PoE or external power supply 

*Hardware ready, soft are will be ready during 2018 

Please see Appendix 6 -AudioCodes Managed IP Phones Solution. 

Migration off of Legacy Environment to the Cloud 

Cl delivers a comprehensive solution for migration, integration and SIP trunking connectivity 

within Skype for Business environments through a pair of AudioCodes gateways and Cl migration 

professional services. Offering compatibility with virtually any PBX or unified communications (UC) 

platform, AudioCodes' simplified dialing plan with Active Directory integration protects investment 

in legacy equipment and enables administrators to a achieve smooth, controlled migration to 

Microsoft UC. 

June 5, 2018 

Smooth Migration to Skype for Business Enterprise Voice 

POX roplaconwm 
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Highlights 

• Broad TDM and SIP interoperability 

• Scalable and reliable platforms 

• High availability configurations 

State of Nebraska State Purchasing 
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Solicitation Number: RFP 5824 Z 1 
Technical Approach 

• Advanced voice quality mechanisms and monitoring 

• Built-in Active Directory integration 

Benefits 

• Enables smooth migration from legacy PBX /IP-PBX to Microsoft UC 

• Extensive interoperability ensures coexistence with disparate platforms 

• Investment protection for legacy equipment 

• Reliable and secured SIP trunk interconnection for increased flexibility and reduced costs 

Microsoft Day 2 Support 

Cl has included managed services and support, which provides 24-hour proactive monitoring via 

Cl One Vision (powered by Nectar), remote telephone support, remote diagnostics, 

troubleshooting, problem resolution, software maintenance and software release management, 

patching and cumulative updates, and any on-site support Cl deems necessary to resolve a fault. 

One Vision establishes key metrics to be monitored so that you know about changes to network 

performance before they affect your users and your business. 

Cl is perfectly positioned to provide the State with a comprehensive Skype for Business 

deployment that is flexible enough to meet any implementation schedule, comprehensive enough 

to support your variety of end user needs, and takes advantage of our extensive knowledge of 

Unified Communications and general telephony to bridge your transition to a modern Unified 

Communications experience. 
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Proposed Development Approach 

Cl Respons,e: 

C1 follows the Microsoft Skype Operations Framework 
for project delivery for Skype for Business Online. The 
Skype Operations Framework (SOF) is a comprehensive 
guide and toolset for implementing and managing a 
reliable, cost-effective communications service based on 
Skype for Business. 

Key elements include an iterative delivery process, clear 
project metrics, proactive risk management, and 
effective response to change. The diagram to the left 
depicts the Skype Operations Framework. 

Implementation and Deployment Approach 

Cl is committed to providing the State with the highest 

State of Nehraska State Purchasing 
Request for Proposal for Contrac;tual Services 

Solicitation Number: RFP 5824 ZI 
Technical Approach 

degree of design and implementation services available in the industry today. 

Cl utilizes the Project Management Institute (PMI) methodologies for project planning. The Cl 

project manager will schedule a Project Kickoff Meeting, during which the project manager 

reviews the sales order and related scopes of work. The Cl project manager will then work jointly 

with the State's team to define project milestones and timelines. 

Cl utilizes a web-based software application called Alert, which serves as a project management 

and services application for our organization. The application holds all documentation from the 

sales, pre-implementation, implementation, post-implementation, and maintenance phases. As a 

secure central repository for all customer information, this application allows all members of the 

Cl implementation team to access and collaborate on project information. This also ensures 

continuity of the project in the case of a team member's unplanned absence. The information can 

be quickly accessed, and there is no effect on the project or the State. 

The First Day of Business is defined in the project plan and agreed upon by the Cl project manager 

and the State. This is typically the first business day following the cutover / implementation of the 

system. 

A Cl technician will be on site to provide hands-on support and will be remotely supplemented by 

the Cl implementation team. Any issues will be addressed by this team. If an issue requires 

additional resources, they will be assigned and will work with the team already in place. 

Cl embraces a culture of continuous improvement. We look to our customers to assist us in the 

endeavor. The C1 project manager will conduct a post-implementation review with some or all the 
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members of the implementation team. The results of the review will assist in identifying and 

correcting any breakdowns in delivery of service or equipment. lessons learned are recorded and 

applied to future projects. 

Technical Considerations 

C1 Response: 

All technical considerations have been provided within Cl's response to this Request for Proposal. 

Additional assumptions have been provided below: 

Service Delivery Assumptions 

Services included within projects are always designed and priced to occur over consecutive days. 

Projects requiring multiple site visits and/or intervals of inactivity between events must be noted 

as such prior to acceptance of the final Statement of Work. The Project Team has some discretion 

within these matters but has limitations regarding resource commitments over weekends and 

Holidays. It is the client's responsibility to notify Cl if the site requires any specialized 

training/access for personnel and/or Union trades for any tasks associated with the final 

Statement of Work. Notification of requirements must take place prior to quote. All additional 

costs for post-quote changes or additional site strictures requiring specialized training or Union 

Labor shall be chargeable to the client. 

Additional Assumptions 

• All work will be scheduled in advance. This consulting engagement does not include on-call 

or emergency support services. Cl provides a separate 24x7 priority support contract for 

emergency service. 

o Scheduled requests shall be made with prior notice of at least two business days. 

o Engineering scheduling requests are subject to resource availability. 

o Cl will provide a best-effort response for "ad hoc" (unscheduled) requests. 

o In the event Customer requests that a Cl engineer remain on "standby" during a 

change-control window or other specific time, a standby fee will apply; Cl will 

submit a project change order for this fee. 

• All work will take place during U.S. Business hours unless otherwise noted 

• During this project, the client agrees not to make unauthorized changes to the 

environment. If the client decides to make changes and these changes result in rework, the 

client will be billed on a T&M basis for diagnosis and remediation of issues related to the 

unauthorized changes. 
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• Cl will not be held responsible or liable for security breaches that occur outside of our 

control. This includes, but is not limited to, application vulnerabilities, malicious activity, or 

attacks on the client's network. 

• Unless otherwise agreed to by the parties, the client will respond within two business days 

of Cl's request for documentation or information needed for the project. 

• Delays caused by the lack of site readiness or the client's failure to meet any 

responsibilities specified in the final Statement of Work shall be billed at time-and­

materials rates, including travel and other expenses. Any additional costs incurred by the 

client because of delays shall be the sole responsibility of the client. 

• The client will provide Cl with independent remote access to networks and systems 

associated with this project using VPN or other technologies agreed upon by both parties. 

• The client will provide full administrative-level account access privileges when 

recommended or required by vendor documentation for all devices and domains directly 

related to the project. Any additional costs incurred by delays or inability to provide such 

access will be the sole responsibility of the client. 
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Mandatory Requirements 

System Requirements 

Mandatory System Requirements YIN 

MSR-1 The bidder's solution must provide call forwarding. both inside and outside of the 
svstem. 

y 

MSR-Z The State will use telephone sets in line with computer workstations. All telephone y 
sets provided by the Contractor must include an internal 10/100/1000 baseT 
switch. 

MSR-3 The bidder's solution must provide call transfer and redial inside and outside of the y 
svstem. 

MSR-4 
The bidder's solution must provide caller ID capability for both the called and 

y calling party. This feature must aoolv to internal and external calls. 

MSR-5 The bidder's solution must provide a means of capturing Call Detail Records by a y 
Call Accounting System that will be provided bv the State. 

MSR-6 Rack space will be provided by the State at both the Lincoln and Omaha data 
y centers. Bidders must propose a solution that provides core redundancy by 

utilizina both data centers. 
Telephone sets must support Power over Ethernet (PoE) IEEE standard 802.03af. 

y MSR-7 
Bidders solution must be capable of restricting toll, and/or international calling 

y MSR-8 from stations designated by the State. Bidder must also restrict dialing to 
900/976 numbers. 
The System must be configured so that all internal calling will be 10 Digit dialing. 

y MSR-9 All local calling will be dialed using 9 + xxx-xxx-xxxx, and toll calling dialed using 
9 + 1-xxx-xxx-xxxx. 

MSR-10 Bidders must include the line cost of telephone sets, voicernail. and unified 
y messaging in their monthly rate. Multiple monthly rates for categories of service (ie. 

basic, standard and premium) are required and must be included in the bidders cost 
proposal. Monthly rates must include all costs associated with service to include, but 
not limited to, equipment. licensing, software, and maintenance. Monthly rates may 
not increase over the term of the contract including all renewals and extensions. 
Each rate should include a complete description of the telephone set and line 
features provided. Station installation costs must be included as a separate line item 
in the cost proposal and must include configuration, telephone set placement, and 
turn-up. The slate may choose to install some telephone sets using State Staff or 
utilize the Contractor for telephone set installation. 

MSR-11 Telephone sets must be repaired or replacement guaranteed and supported for the y 
life of the contract. 

MSR-12 The bidder must provide a list of contacts and telephone numbers for personnel y who can be called upon during emergencies. These contacts must have the 
authority to expedite the installation and/or restoration of Slate service, and be 
willing to work directly with OCIO personnel 24 hours a day, 365 days a year. 
These Contractor personnel may be contacted periodically and their contact 
numbers verified as the OCIO conducts preparedness exercises. 

MSR-13 The bidder's solution must provide music on-hold. y 

MSR-14 Hunt Group capability must be available with the bidder's solution. y 

MSR-15 Ring down capability must be available with the bidder's solution. y 

MSR-16 The bidder's solution must be able to provide IP to analog conversion where 
y 

needed. 
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Voice Mail Requirements 

Mandatory Voice Mail Requirements Y/N 

MVMR-1 The bidders proposed solution must include a centralized voice mail system 
y including system installation. engineering, implementation. maintenance, and 

support. The State will provide network from the Centralized voicemail system to 
the teleohone sets. 

MVMR-2 The Bidder's proposed system must provide "announcement only" mailboxes 
where the caller cannot leave a messaae. y 

MVMR-3 The State requires unified messaging. y 

MVMR-4 The bidders proposed solution must include automated attendant features. 
y 

The proposed voice mail/unified messaging system must accommodate multiple 
y MVMR-5 levels of automated attendant menus of various lengths. 

The proposed automated attendant must support automatic time. day, night and y MVMR-6 holiday routing schedules. (ie. Route calls to various destination numbers based 
on davltime). 

State Network Requirements 

Mandatory State Network Requirements Y/N 
The bidder's proposal must not utilize Multicast. Does the proposed solution 

N MSNR-1 require the use of Multicast to support any of the proposed features? 

MSNR-2 The State requires the use of 802 .1 x for network devices. y 

MSNR-3 The bidder's solution must be capable of encrypting their voice traffic using means y 
provided bv their chosen olatform provider 

Post Implementation Support 

Post Implementation Support Requirements Y/N 
PISR-1 The Contractor must provide a centralized trouble reporting and maintenance y 

system that is staffed 24 hours a day, seven days a week. A report of trouble 
clearance should be furnished to the State employee who reported the trouble 
within one hour of trouble clearance. A copy of the written trouble ticket should be 
provided to the State, when requested. If correction has not occurred within 8 
hours, a report should be provided showing the plan to correct the problem 
inclusive of a projected correction time. The centralized Trouble Reporting Center 
must provide notification to the State immediately after any occurrence of a service 
affecting network failure condition when the State has not previously reported such 
failure. Bidder must provide a flow chart along with other available contractor 
documentation describing the trouble reporting and the contractor's problem 
escalation suooort model. 
The bidder must provide an escalation procedure and contact list to be used for 

y PISR-2 unresolved troubles, including names, titles, and phone numbers of contact 
persons in the escalation chain. 

PISR-3 
The bidder must provide Service Level Agreements (SLA) that are applicable to y 
the service beina orooosed. 

PISR-4 The bidder must provide a plan of redundancy and business recovery. A copy of 
y the plan must be included in the bidder's response. The plan must include back-up 

and alternative facilities/resources, plans. procedures. conditions, authorizations, 
resoonse and recoverv times. statistical historv includina MTTR, and other 
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Post Implementation Support Re<1uirements YIN 
information needed to assess and ensure the bidder's capability to recover with a 
minimum of service disruption or degradation. In the event a major outage occurs, 
response and recovery must begin immediately. The Contractor must restore 
service as soon as oossible. 

E9ll 

E911 ReQuirement Y/N 

I E911-1 
Proposed solution must support E911 by sending the station number of all callers 
dialinq "911", or "9. 911". 

y 

Billing Requirements 

Mandatorv Billina Reauirements YIN 

MBR-1 
The billing cycle for all contractor provided services must end on the last day of each y 
month, and the next billinq cvcle must begin the first dav of the followina month. 

MBR-2 A paper summary invoice must be delivered to the AS Accounting 1526 K St. Suite y 
240, Lincoln, NE 68508. The paper invoice must include all current services 
covering the previous calendar month and must be delivered by the 10th of the 
month. Bidders must include in their proposal snap shots depicting the actual 
invoice formal that includes each service tvoe offered. 

MBR-3 The paper invoice must show order activity detail and current monthly charges by y 
services and be organized in a clear and precise manner. An overall summary must 
orovide total lines and total cost. 

MBR-4 An accurate electronic station billing file must be delivered to the OCIO. This 
electronic billing file must include all current services covering the previous calendar 

y 

month and must be received bv the 10th of each month. 

MBR-5 The electronic station record file layout must be either "delimited" or "fixed length". y 
There must be a separate line for each telephone number that includes, as a 
minimum, 10 Digit Station number and station type identifier (i.e. basic, standard, or 
oremium). 

MBR-6 A 2nd electronic call detail record file must be delivered to the OCIO and provided y 
in an electronic file each month covering the previous calendar month and must be 
received by the 10th of the month. The format must include the following items: 
1. Time of Day 
2. Date of Call 
3. Originating Number (calling number) 
4. Originating City/State 
5. Terminating Number (called number) 
6. Terminating City/Slate 
7. Call Duration (billable lime). 

MBR-7 Receiving electronic files must be an automated process. The Slate will not y 
consider a CD, DVD or email attachment to be automated. Any process that relies 
on a single person at a desktop to receive data and manually extract or 
manipulate files will not be considered automation. Current platforms supported 
by the State are Connect Direct (NDM), and SFTP. The Bidder must provide a 
complete descriotion of their oroposed process for deliverino electronic files. 
Totals in both electronic billing files must match totals on the paper summary y 

MBR-8 invoice. Paper summary invoices that do not match the electronic data file will not 
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Mandatory Billing Requirements 
be oaid until corrected. 

MBR-9 The bidder must provide the contact names, escalation procedures, and telephone 
numbers for billina o uestions and technical problems . 

MBR-10 
The bidder must provide an example of both electronic billing files. A single CD 
with samole billinQ files must be included in bid proposal. 

Business Requirements 

MBUR-1 

MBUR-2 

MBUR-3 

MBUR-4 

Mandatory Business Requirements 

The State will not accept any requirements by the bidder concerning minimum 
orders. The State may place orders for 1 line. or as many as 1000 lines at any given 
time. and will pay the same installation and monthly rate for each line regardless of 
the ouantitv of lines ordered. 

Payment will be made only against invoices complying with the requirements listed 
above. Such payment will be made within 45 days of receipt of an acceptable 
invoice. Invoices which are inaccurate will not be paid until corrected. Upon notice 
to the Contractor of billing errors, the Contractor will be required to correct the 
invoice. and resubmit to the State. All invoices deemed to be inaccurate must be 
corrected bv the Contractor and re-submitted within 60 days. 
The OCIO will provide a list of State personnel lo the contractor that are 
authorized to place orders and make billing inquiries. The Contractor will not 
accept or act on orders and inquiries from anyone whose name does not appear 
on the OCIO provided list. 
Volume commitments will not be accepted by the Slate. If the bidder submits a 
response that contains Volume Commitments the bid may be rejected. 
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ConverqeOne 

Attachment A- OCIO Hosted Solution 

System Requirements 
System Requirements Supported 
OCIO-hosted solution (YIN) 

MSR-1 R 
The bidder's solution must provide 

y call forwarding, both inside and 
outside of the system. 

MSR-2 R The State will use telephone sets in y 
line with computer workstations. All 
telephone sets provided by the 
Contractor must include an internal 
10/100/1000 baseT switch. 

MSR-3 R 
The bidder's solution must 

y provide call transfer and 
redial inside and outside of 
the system. 

MSR-4 R 
The bidder's solution must provide 

V caller ID capability for both the called 
and calling party. This feature must 
apply to internal and external calls. 

MSR-5 R 
The bidder's solution must y 
provide a means of capturing 
Call Detail Records by a Call 
Accounting System that will be 
provided by the State. 

MSR-6 R Rack space will be provided by 
y the State at both the Lincoln and 

Omaha data centers. Bidders 
must propose a solution that 
provides core redundancy by 
utilizing both data centers. 
Bidders must describe rack 
space and power requirements 
necessary for each location. 

State of Nebraska State Purchasing 

Request for Proposal for Contractual Services 
Solicitation Number: RrP 5824 ZI 

Technical Approacl1 

Explanation 

Call Forwarding and Simultaneous Ring 

allow you to set up forwarding rules so 

your calls can go with you anywhere, and 

you can forward calls to colleagues or to 

voicemail. 

Network Interface 

2 LAN RJ-45 10/100/1000 Base-T for PC 

and LAN connectivity 

Call Transfer - Transfers calls to another 

person. Or, if you need to leave your office 

but want to continue your conversation, 

you can transfer the calls from your PC or 

IP phone to your cell phone or tablet. 

Redial - This is a function of the IP Phone. 

With caller ID, calls from inside your 

company display a detailed caller ID that 

pulls information from your corporate 

directory, showing you a picture and job 

title instead of just a phone number. 

External caller ID is dependent on the 

carrier. 

Per State Answers provided in Addendum 

Four on 05/24, Answer #9; a Call 

Accounting system that meets the State's 

CDR requirements will be provided with 

the proposed solution, at no extra cost to 

the State. 

AudioCodes Mediant CCE Server Edition 

Rack Space 1U 

Idle Input Power 76.6W 

Max Load Input Power 147.71W 

Total System BTU HR 503.69 BTU 

Server for OVOC/IP Phone Manager 
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Cl Converge One 

System Requirements 

OCIO-hosted solution 

Telephone sets must support 
MSR-7 R Power over Ethernet (PoE) IEEE 

standard 802.03af. Please 
provide the PoE current draw and 
power requirements for each 
phone proposed. 

Bidders solution must be 
MSR-8 R capable of restricting loll, and/or 

international calling from 
stations designated by the 
State. Bidder must also restrict 
dialing to 900/976 numbers. 

June S, 2018 

Supported 
(YIN) 

y 

y 

State of Ncbrasl<a State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: RFP 5824 Z I 

Technical Approach 

Explanation 

Rack Space 1U 

Chassis Depth 705.05 mm 

Gb Ethernet Ports 2 

750W X 2 

Hot plug 
power 
supplies 
with full 

Power Supplies redundancy 

• • -... :1 • L1° 

• • ll'.l ;.11c. l!,l:.I IIII, 

;:-7" ..... ~· 
L!..ll " L•l•lll:..I 

' . l t t: : · 1• 
Wfilllil:l<U ll'l tlllllt l'.4 crz;j Qlilffl ~ ·~" -hln. 11r: ::1:t•1 

Platform VMware: VMware: VMware: 
ESXi 6.0 ESXi 6.0 ESXi 6.0 
Or Or 

Microsoft Microsoft 
Hyper-v Hyper-V 
Windows Windows 
server server 
2012R2 2012R2 

Memory 16GB 16GB 32GB 

Disk Space 500GB SOOGB 1.2TB 

Processor 1 core not 1 core not 6 cores 
less than less than 2.5 not less 
2.5GHz GHz than 

2GHz 
each 

AudioCodes 400 Series IP Phones power 

requirements: +12V DC, lA Power adapter 

(450HD: +12V DC, 2A) AC 100V-240V 
and/or Integrated Power over Ethernet -

IEEE 802.3af 
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System Requirements 

OCIO-hosted solution 
The System must be configured 

MSR-9 R so that all internal calling will be 
10 Digit dialing. AU local calling 
will be dialed using 9 + xxx-xxx-
xxxx. and toll calling dialed using 
9 + 1-xxx-xxx-xxxx. 

MSR-10 R Bidders must include the line cost of 
telephone sets, voicemail. and 
unified messaging in their monthly 
rate. Multiple monthly rates for 
categories of service (ie. basic, 
standard and premium) are required 
and must be included in the bidders 
cost proposal. Monthly rates must 
include all costs associated with 
service to include, but not limited to, 
equipment, licensing, software, and 
maintenance. Monthly rates may not 
increase over the term of the 
contract including all renewals and 
extensions. Each rate should include 
a complete description of the 
telephone set and line features 
provided. Station installation costs 
must be included as a separate line 
item in the cost proposal and must 
include configuration, telephone set 
placement, and turn-up. The state 
may choose to install some 
telephone sets using State Staff or 
utilize the Contractor for telephone 
set installation. 

MSR-11 R Telephone sets must be repair or 
replacement guaranteed and 
supported tor the life of the 
contract including all renewals and 
extensions. Describe your 
procedure for replacing non-
working telephone sets. 

MSR-12 R The bidder must provide a list of 
contacts and telephone numbers 
for personnel who can be called 
upon during emergencies. These 
contacts must have the authority 
to expedite the installation and/or 
restoration of State service, and 
be willing to work directly with 
OCIO personnel 24 hours a day, 
365 davs a vear. These Contractor 

Supported 
(YIN) 

y 

V 

V 

y 

State of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: R rP 5824 Z l 
Technical Approach 

Explanation 

We comply with these requirements 

listed. 

We would like to point out that the 

requirements on the Premium user for the 

Ability to add a Side Car is the only feature 

requiring we uplift the AudioCodes 

Telephone Set to the 450HD model. The 

State may be able to reduce the number o1 

Premium users if a Side Car is not required 

and move them to a Standard model. 

Cl private cloud solution includes next day 

replacement coverage during the life of 

the contract including renewals. Cl is also 

Willing to place a moderate level of 
replacement sets on site for immediate 

replacement needs. Cl requires 

notification through the Web Portal to 

ensure replacement sets are provided 

within the next business day timeframe 

noted. 

Cl's Voice Operations Team provides 

services to our customer's 

communications environments by 
leveraging expert resources within our 

7x24x365 CSCs. 
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Cl ConvArgeOne 

System Requirements 

OCIO-hosted solution 
personnel may be contacted 
periodically and their contact 
numbers verified as the OCIO 
conducts preparedness exercises. 

MSR-13 R The bidder's solution must provide 
music on-hold. 

MSR-14 R Hunt Group capability must be 
available with the bidder's 
solution. 

MSR-15 R Ring down capability must be 
available with the bidder's 
solution. 

MSR-16 R The bidder's solution must be able 
to provide IP to analog conversion 
where needed. 

SR-17 Does the bidder's solution offer 
the Do Not Disturb Feature? 

SR-18 Does the bidder's solution provide 
seasonal suspension for select 
lines. where the lines and billing 
are suspended at the end of each 
season and returned to service at 
the beginning of the next season? 

SR-19 Does the bidder's solution have 
the ability to block all incoming 
calls to select lines? 

SR-20 Does the bidder's solution have 
the ability to block specific 
numbers to select lines? 

SR-21 Does the bidder's solution provide 
call waiting? 

June 5, 2018 

Supported 
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y 

Stnte of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: RrP 5824 ZI 
Technical Approach 

Explanation 

Escalation Contacts 

!As part of the transition process, Cl will 
provide the Cloud and Customer Success 
Centers contact and escalation list to the 

State's authorized representatives. The 
escalation list begins with the Customer 

Success Manager, escalates to the 

Directors, and includes the VP, 
Maintenance and Managed Services. 

Music on hold plays music when you place 

a call on hold, so your callers know you're 

still there and the call hasn't accidentally 

dropped. 

Hunt groups are supported. 

[fhis is through the AudioCodes 405HD and 

i450HD Auto Dial feature. 

~udioCodes' SBCs deliver enhanced 
~eatures including support for analog 

devices. 

Do-not-disturb routing controls your 

inbound communications with presence, 
enabling you to block all incoming 

communication except from those you 
specifically indicate. 

With the Microsoft entitlements that the 

State will procure via your currently 

authorized LSP, the Microsoft licensing fee 
of $4.04 per user, per month can be 

suspended for seasonal purposes. All other 
monthly, per user charges remain in place 

during any seasonal suspension period. 

Call waiting notifies you when a call comes 
in while you're on a call or in a meeting, 

giving you a quiet notification in addition 
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System Requirements 

OCIO-hosted solution 
~ -

SR-22 Does the bidder's solution provide 
analog paging interface? 

SR-23 Describe options for re-routing of 
voice traffic in the event of a 
component failure. 

SR-24 Does bidder's solution provide 
conference calling capabilities? If 
so. how many parties can be 
conferenced from a single 
telephone set? 

SR-25 How will telephone set firmware 
releases (including dot releases) 
from the manufacturer be tested 
and certified for use with the VOiP 
Communications platform? How 
will they be rolled out to the States 
telephone sets? 

SR-26 Provide a list of wireless headsets 
that are compatible with proposed 
telephone sets. 

June 5, 2018 

Supported 
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State of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: RFP 5824 /, I 
Technical Approach 

Explanation 

to a regular notification, so you can accept 
the call or route it to voicemail. 

We have provided analog device pricing in 
detail in Appendix 15. 

Call control is in Microsoft Cloud PBX for 
Skype for Business calls and failover is 
Failover is automatic with no impact to 
users. 

!The conferencing system supports up to 
250 participants per call. The system does 
not impose a fixed limit on the number of 
simultaneous conferences or conferees. 
Instead, total conferencing capacity is 
limited only by the media types chosen by 
conference attendees. 
Merging 
!You can merge two separate calls into one 
conference call if you're in a call and you 
want to add another participant to the 
established call. 
Merging therefore is in effect similar to 
adding a participant to a conference. It can 
be performed via the phone's menu 
softkey or via the Skype for Business client 
if the user is paired. 

Cl Managed Services under the software 
release management entitlement will 
provide firmware releases on a quarterly 
basis, as available. Cl will schedule these 
firmware updates with the State 
accordingly. 

Jabra 

For a comprehensive list of supported 
Jabra headsets, see the Jabra Headset 
Comoatibilitv Guide 

Plantronics 

For a comprehensive list of supported 
Plantronics headsets see 
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Converge One 

System Requirements 

OCIO-hosted solution 

SR-27 Describe any administrative 
interfaces available to the State to 
manage, configure or change 
settings on an individual group or 
total systems level. Provide 
information. brochures or data 
sheets showino the user interface. 

SR-28 Describe how error and alarm 
reporting is handled. 

June 5, 2018 

Supported 
(YIN) 
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V 

State of Nebraska State Purchasing 
Request for Proposal for Contractual St::rviccs 

Solicitation Number: RFP 5824 Zl 
Technical Approach 

Explanation 

httos://www.olantronics.com/us/en/comp 
atibilitv-f!uide/#/search/ 

Sennheiser 
Please see Appendix 7 - Sennheiser for 

l4udioCodes. 

Simple MAC Work can be done by the 
State. Name changes are handled through 
Active Directory and then AD syncs to the 
Cloud. 

Cl's Enterprise Vendor Management 
(EVM} provides the State with a single 

point of contact for the proposed 
enterprise solution. With EVM, the State 
will contact the Cl CSC for support, 
advanced IT support and vendor 
management for IT products, applications, 
and services included in our enterprise 
solution. Support includes logging of 
events, notifying appropriate vendors and 
customer contacts, incident and problem 
management, and performing escalation 
management until resolution. 
The Cl CSCs are staffed with industry 
certified technical resources located in our 
three NOCs. The Cl redundant CSC design 
provides the State with a business 
continuity support model with 24x7x365 
support. All calls are answered by a live 
person - NEVER a pager or answering 

service! 
Customer requests are received by the Cl 

CSC in several ways: 

• Toll Free call directly from 
customer 

• Customer Created Incident via the 
Web Portal 

• Alarm receipt notification from 
Microsoft and AudioCodes servers 
into the monitoring system 

IAs a Microsoft Gold Partner for 
!Communications & Cloud Productivity, Cl 
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System Requirements 

OCIO-hosted solution 

SR-29 Unless otherwise mutually agreed 
lo in writing, the Contractor will, 
during the contract period, 
maintain any and all software and 
licensing products at their most 
current version or no less than one 
version back from the most current 
version at no additional charge. 
provided that such third- party 
software version upgrades can be 
installed and maintained with the 
State staff indicated in the 
Proposal for the Maintenance and 
Support services. Any patches 
made available by equipment 
manufacturers must be applied by 
the contractor at a time and date 
rnutuanv aareed uoon. 

SR-30 Describe the telephone set 
installation process. Include all 
procedures necessary and 
whether they will be performed by 
the Contractor or OCIO personnel. 
Describe any site or network 
assessment work that will be 
performed by the Contractor. 

June 5, 2018 

Supported 
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State of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: RFP 5824 /. I 
Technical J\pproa~h 

Explanation 

holds the highest level of Cloud solutions 
and Microsoft Skype for Business Support 
accreditation, providing Cl engineers 
direct access to level 3 and level 4 
Microsoft engineers. 
After the initial triage, all support issues 
are handed off to one of the Cl certified 

engineers. All Cl certified engineers have 
the ability to perform level 1 through level 
3 support. 

Cl has included managed services and 

support, which provides software 
maintenance and software release 
management, patching and cumulative 

updates. At this time, managed services 
for the optional analog gateways 
(patching/monitoring) is not included, due 
to the State's undetermined analog 
requirements. Please refer to Appendix 15 

- Optional Analog. 

Telephone Set Installation 

Cl can place all phone sets or the State 
can place sets. Should the State place 
phone sets, this can represent a savings to 

the State. 

Network Assessment 
Prior to implementing the Skype for 
Business solution, Cl will perform a 
network QAR. This network validation test 
will evaluate the existing LAN's ability to 
support VoIP between our Data Centers 
and your sites. The VoIP readiness test 
looks for common, network problems that 
are "IP Telephony-killing impairments" and 
would prevent a successful IP Telephony 
deployment. The purpose is to identify 
those problems, and recommend actions 
to resolve the identified impairments. It is 

©2018 ConvergeOne 85 



t i ConvArgeOne 

System Requirements 

OCIO-hosted solution 

SR-31 The Contractor will be responsible 
for determining the cause for 
service outages and providing that 
information lo the State at no cost. 
Those outages that are 
determined to reside in the 
Contractor owned or leased 

JL1ne 5, 2018 

Supported 
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State of Nebraska State Purchasing 
Request for Proposal lor Contractual Services 

Solicitation Number: RFP 5824 Zl 
Technical Approach 

Explanation 

a snapshot in time that will help ensure 
success; however, it is not a guarantee of a 
successful deployment, nor is it a 
certificate of fitness. This service provides 
~he Customer with a cost-effective review 
of its existing IP network's ability to 
support VoIP in association with the 
pending implementation of a converged 
solution. 
Generally a customer must provide a layer 
3 switched data network including VLANs 
isolated for voice devices and applications, 
DHCP server(s) for allocation of addresses 
and site specific information, security to 
prevent unauthorized access to the voice 
1\/LANs, and QoS and power requirements 
to support voice. QoS configurations (tags) 
are to be provided by the Customer for 
identifying voice traffic isolated by 
signaling and media streams. The 
Customer's network must adhere to strict 
guidelines to support voice including less 
than 1% packet loss, less than 100 ms one 
way delay, less than 20% jitter, and less 
than 10% broadcast traffic. If multicast is 
to be used, the switch must support IGMP 
snooping or CGMP, and the router must 
support PIM if multicast needs to cross 
VLANs. 
Cl will work with the State to improve 
VLAN segmentation policies and QoS to 
best support the Skype for Business 
Enterprise Voice solution. 
Additionally, Cl will work with the State to 
modify any firewall rules or routing as 
needed to optimize the environment. We 
will help identify zones for E911, and make 
recommendations best on best practices. 

Incident Management provides lifecycle 
management; including escalation through 
the various levels of remote resolution 
ensuring that service objectives are 
achieved. Cl will remotely perform event 
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System Requirements 

OCIO-hosted solution 
facilities must be repaired without 
cost to the State. In the event the 
failure is determined to be on the 
Contractor side of the demarcation 
point, the Contractor must NOT 
charge for such failure 
determination. 

June 5, 2018 

Supported 
(YIN) 

State of Nebraska State Purchasing 
Request for Proposal for Contractual Servicc.c; 

Solicitation Number: RFP 5824 /.1 

Technical Approach 

Explanation 

assessment and correlation for incidents 
that occur on Supported Products 
Identified through proactive monitoring. 

Cl will be responsible for the following 
Incident Management activities: 

• Create trouble ticket for final 
resolution as applicable 

• Provide case management of 
trouble tickets referred to C1 until 
incident resolution. This includes: 

0 Management of the event 
assessment and 
correlation process with 
engineers within the CSC 

0 Escalation management 
within Cl and State's 
organizations 

• Confirm resolution of incident and 
close trouble ticket with 
supporting vendor 

Problem Management 

The primary objective of Problem 
Management is to reduce failures to an 
acceptable risk at an acceptable cost and 
to ensure that service levels are 
consistently achieved. C1 will provide a 
Problem Management solution that will 
work to understand the underlying cause 
of an incident, subsequent resolution and 
prevention. As part of our Problem 
Management process, Cl will: 

• Identify recurrent incidents and 
root causes 

• Work with third parties (vendors, 
application owners, etc.) to 
develop such solutions 

• Provide an intermediate work-
around that allows State users to 
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Cl ConvergeOne 

System Requirements 

OCIO-hosted solution 

SR-32 Provide a description of your basic 
ACD and UCD features to include 
any reporting functionality. 

June 5, 2018 
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State of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: RFP 5824 Zl 
Technical Approach 

Explanation 

continue working while 
appropriate resolutions are 
developed 

• Ensure the right resources are 
allocated to resolving each 
problem 

• Develop or modify processes to 
prevent the occurrence or 
reoccurrence of such problems. 

• Document the root cause and 
resolution 

• Monitor the process to ensure 
that the problem is resolved 

• Ensure that vendors comply with 
the terms of their contracts when 
involved in problem resolution 

Phone System call queues can provide: 

• An organizational greeting . 

• Music while people are waiting on 
hold. 

• Redirecting of calls to call agents 
in mail-enabled distribution lists 
and security groups. 

• Making settings for call queue 
maximum size, timeout, and call 
handling options. 

When someone calls in to a phone number 
that is set up with a call queue, they will 
hear a greeting first (if any is set up), and 
then they will be put in the queue and 
wait for the next available call agent. The 
person calling in will hear music while they 
are on hold waiting, and the calls will be 
offered to the call agents in the First In, 
First Out (FIFO) manner. 
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Voice Mail Requirements 
Voice Mail Requirements 

OCIO-hosted solution 
MVMR-1 R 

The bidders proposed solution must 
include a centralized voice mail 
system including system 
installation, engineering. 
implementation, maintenance. and 
support. The State will provide 
network from the Centralized 
voicemail system to the telephone 
sets. 

MVMR-2 R 
The Bidder's proposed system must 
provide "announcement only" 
mailboxes where the caller cannot 
leave a messaae. 

MVMR-3 R The State requires unified 
messaging. Describe the 
functionality and features of the 
unified messaging platform included 
with your proposal. 

MVMR-4 R The bidders proposed solution must 
include automated attendant 
features. 
The proposed voice mail/unified 

MVMR-5 R messaging system must 
accommodate multiple levels of 
automated attendant menus of 
various lengths. Describe such 
capabilities. How many menu 
layers are supported? 

The proposed automated attendant 
MVMR-6 R must support automatic time, day, 

night and holiday routing 
schedules. (ie. Route calls to 
various destination numbers based 
on day/time). 

June 5, 2018 
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State of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: RFP 5824 Zl 
Technical Approach 

Explanation 

Your voicemail messages are saved both in 

Skype for Business and Outlook. You can 

quickly check them in Skype for Business 

and choose options to manage your 

messages. 

!When you receive a voicemail, it will be 

delivered to you as an email attachment. 

!You can accessed the voicemail message 

1:rom the Skype for Business app on your 

PC, or your mobile phone, desktop-phone, 

or Lyne for Mac. 

A Phone System auto attendant has the 

following features: 

• It can provide corporate or 

informational greetings. 

• It can provide custom corporate 

menus. You can customize these 

menus to have more than one 

level. 

• It provides directory search that 

enables people who call in to 

search the organization's directory 

for a name. 

• It enables someone who calls in to 

reach or leave a message for a 

person in your organization. 

Business hours are set on each auto 

attendant. If business hours aren't set, all 

days and all hours in the day are 

considered business hours because a 24/7 
schedule is set by default. Business hours 
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The bidder's solution should 
VMR-7 provide message waiting indicators. 

Describe the various message 
waiting indicators included with your 
proposed solution. 

Describe any limitations to the 
VMR-8 storage size on the voice mail 

system. Please state the limit per 
user. 

June 5, 2018 
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State of Nebraska State Purchasing 
l{equcst for Prnposal for Contractual Services 

Solicitacion Number: RFP 5824 71 
Technical Approach 

can be set with breaks in time during the 
day, and all of the hours that are not set as 
business hours are considered after-hours. 
!You can set different incoming call-
handling options and different greetings 
(which are optional), and Both can be set 
lfor business hours and after-hours. 

Each auto attendant has call-handling 
options that can be set: 

• You can have the call just 
disconnect after greeting. 

• You can also: 

0 Redirect the call to a 
Skype for Business Online 
user who has a Phone 
System license that is 
Enterprise Voice-enabled 
or has Calling Plans 
assigned to them. You can 
set it up so the person 
calling in can be sent to 
voicemail. To do this, 
select a Person in your 
company and set this 

person's calls to be 
automatically forwarded 
directly to voicemail. 

When you receive a voicemail, a 
notification will alert you on Skype for 
Business apps, desktop phone, and email 
app. If the caller hangs-up before leaving a 
message, you will receive a Missed-Call 

Notification email with the caller 
information (if it was not blocked). 

Your voicemail messages are saved both in 
lskype for Business and Outlook. You can 
quickly check them in Skype for Business 
and choose options to manage your 
messages. 

When you receive a voicemail, it will be 
delivered to you as an email attachment. 
You can accessed the voicemail message 
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What are the time limits for 
VMR-9 recorded greetings. 

What are the time limits for 
VMR-10 messages. 

State Network Requirements 
State Network Requirements 

OCIO~hosted solution 
The bidder's proposal must 

MSNR-1 R not utilize Multicast. Does 
the proposed solution 
require the use of Multicast 
to support any of the 
proposed features? 

MSNR-2 R 
The State requires the use of 
802.1x for network devices. 
Please explain how your 
proposed solution meets this 
requirement. 

MSNR-3 R 
WAN link. The bidder's solution must 
be capable of encrypting their voice 
traffic using means provided by their 
chosen olatform orovider 

SNR-4 
Does your solution require the 
placement of any equipment 
other than phones on the State's 
network? If yes, provide your 
physical and logical network 
requirements. What type of 
access is needed for Contractor 
owned equipment? 

y 

y 

Supported 
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State of Nebraska State Purchasing 
Request for Propo~al for Contractual Services 

Solicitation Number: RFP 5824 Zl 

Technical Approach 

from the Skype for Business app on your 
PC, or your mobile phone, desktop-phone, 
or Lyne for Mac. 

rrhere is no limit per user. 

There are no time limits for recorded 

greetings. 

A caller can record a message ( up to 5 
minutes) then hang-up, and the message 

!will be sent to the user. 

Explanation 

None of the features listed as being 
required by the State rely on Multicast. 
However, should the State require the 
ability to do a one to many page on IP 
Phones (as opposed to overhead paging 
with analog based amplification systems), 
the phones require Multicast IP to be 
supported between the initiating phone 
and the paged IP Phones. 

AudioCodes IP Phones support the use of 
802.lx to pre-authenticate phones onto 
lthe network before they can be assigned 
an IP address. The Phones also forwards 
any EAP frames between a PC or laptop 
!that is bridged through the phones 
Ethernet interfaces in order that the 
PC/Laptop may negotiate its own 
authentication onto the network. 

Skype Online Cloud PBX meets this 
requirement. 

!The on-premise components of the 
solution include the following: 

• Four AudioCodes CCE Server 
Edition Hardware Appliances. Each 
requiring 1U of rack space, max 
power consumption of 144W, 6 
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State Network Requirements 

OCIO-hosted solution 

SNR-5 
Provide your bandwidth 
requirements with regards to the 
followinq: 

Any overhead network 
reauirements 
Bandwidth oer call; and 
Bandwidth for Manaaement 

SNR-6 
What are your QOS requirements 
to include but not limited to the 
followino: 

Latencv 
Jitter 
Prioritizaiton; and 
Bandwidth Reservation 

June 5, 2018 

Supported 
(Y/N) 

V 

y 

State ofNeb.-aska State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: RrP 5824 ZI 

T~chnical Approach 

Explanation 

LAN/Corporate DMZ IP Addresses, 

1 WAN/Internet DMZ address. 

• AudioCodes One Voice Operations 

Center Virtual appliance. Requires 

VMware/ Hyper-V virtual guest 

with 16GB RAM, 500GB Disk and 

lvCPU Core not less than 2.5GHz. 

• IP Phone Manager Pro Virtual 

Appliance. Requires 

VMware/Hyper-V virtual guest 

with 32GB RAM, 1.2TB Disk and 6 
vCPU Cores, not less than 2GHz 
each. 

• Management access is needed to 

all six appliances via their 

management IP addresses. 

Cl Connectivity Server 

Please see Appendix 8 - Cl Connectivity 

Server Specifications. 

Please see Appendix 9 -Audio Codec 
Bandwidth. 

Metric Target 

Latency (One way) <SOms 

latency (Rtt or Round < 100ms 
Trip Time} 

Burst Packet Loss < 10% during 
any 200ms 

interval 

Packet Loss < 1% during 
any 15s interval 

Packet inter-arrival Jitter < 30ms during 
any 15s interval 

Packet reorder < 0.05% out of 
order packets 
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State Network Requirements 

OCIO-hosted solution 

SNR-7 
Does your solution support 1Pv6? 

SNR-8 
What troubleshooting duties will 
State personnel be responsible for? 

SNR-9 
What level of monitoring is provided 
bv the Contractor? 

SNR-10 
Describe your remote diagnostic 
capabilities that are included. 

SNR-11 
Bidder should provide a list of the 
various network elements and 
devices that are monitored and 
their procedure for reporting 
trouble to the OCIO. 

June 5, 2018 

Supported 
{YIN) 

y 

y 

y 

y 

y 

State of Ncbraslm State Purchasing 
Request for Proposal for Contractu;il Si::rvices 

Solicitalion Number: RFP 5824 Z I 
Technical Approach 

Explanation 

Responsibilities will be identified in the 
final Statement of Work and may include 
the following: 
!The State will provide their own level 1 
helpline support sufficiently trained to 
answer State's end users' questions and 
problems for the Supported Products. Only 
~hen will nominated State coordinators 
contact Cl for services described in the 
fina I Statement of Work. We have 
designed the solution such that we do not 
expect the State to provide more than 
level 1 support on any of the supported 

systems. 

24x7x365 

Cl uses an industry leading platform from 
our partner, Nectar, which is called One 

Vision. One Vision will continuously 
remotely monitor all (4) CCE Cloudbond 
devices located in the State's two data 
centers and send all SNMP alerts back to 
the Cl CSCs where actionable alerts are 
converted to Incidents and routed to the 
Cl Engineering team for remediation. 

tThe (4) CCE Cloudbond devices - used to 
interface with Microsoft's 0365 Cloud -
will be continuously monitored for 
up/down status and all SNMP type of 
alerts. These alerts are automatically 
routed to our engineers for immediate 
troubleshooting and diagnostics. During 
onboarding, a customized Run Book will be 

built for the State of Nebraska and 
reporting procedures back to the OCIO can 
be customized to your preference. (Note-

Microsoft does not currently allow 
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State Network Requirements 

OCIO-hosted solution 

SNR-12 
Does the Bidder have any DHCP 
requirements? If yes. what 
options are needed? 

Will the State be allowed or 
SNR-13 required to monitor Contractor 

owned equipment? 

SNR-14 
Does the Contractor require 
access to State owned 
equipment? If yes. what level of 
access is reauired? 

SNR-15 
Describe the levels of security 
included with the bidder's 
proposed solution (IP network 
security, toll fraud, etc.). 

June 5, 2018 

Supported 
(YIN) 

y 

N 

N 

y 

State of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: RFP 5824 ZI 
Technic.:al Approach 

Explanation 

monitoring of traffic within Microsoft's 

cloud.) 

As DHCP clients, AudioCodes IP phones 
can be automatically provisioned with the 

fol lowing files: 

• Configuration file (.dg) 

• Firmware file (.img) 

!These files can be placed on any of these 
three provisioning server types: 

• HTTP/S server 

• TFTP server 

• FTP server 

DHCP Option 43 is correctly configured 

DHCP Option 120 is correctly configured 

DHCP Option 42 is correctly configured 

Correct configuration of these three is 
critically important. 

While the State is not required to monitor 
the system, Cl's One Vision 
Management/Monitoring tools may be 
reviewed by the State via our Cl Portal 
assigned to the State of Nebraska. 

SSL Encrypted Login 

• Toll fraud - Cannot set caller ID to 
any DID that you do not own 

• Single sign-on via federated active 
directory 

• Capable of eDiscovery of 
conversation history 

• TLS 1.2 for media paths and 
messaging 
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State Network Requirements 

OCIO-hosted solution 

SNR-16 
Identify maintenance tool(s) that 
are part of system and options, 
including tools that provide 
identification of network problems. 

Please describe what the demarc 
SNR-17 between the Contractor and the 

State will look like? 

June 5, 2018 

Supported 
(YIN) 

y 

y 

State of Nebraska State Purchasing 
Request for Proposal for Contractual Scl'viccs 

Solicitation Nulllber: RFP 5824 Z I 

Technical Apprnach 

Explanation 

Security and Archiving 

Microsoft Office 365 traffic (both signal 
and media traffic) is encrypted using the 
Transport Layer Security (TLS) protocol. 
Anyone who intercepts a communication 
sees only encrypted text. For example, if a 

user accesses Skype for Business Online 
IM, calls, and presentations while using a 
public Wi-Fi network, such as at an airport, 
the user's communications are encrypted 
to potential interception by network 
"sniffers." 

Skype for Business provides archiving of 
peer-to-peer instant messages, multi party 
instant messages, and content upload 
activities in meetings. The archiving 
capability requires Exchange and is 
controlled by the user's Exchange mailbox 
In-Place Hold attribute, which archives 

both email and Skype for Business 
contents. 

All archiving in Skype for Business is 
considered "user-level archiving" because 
you enable or disable it for one or more 
specific users or groups of users by 
creating, configuring, and applying a user-
level archiving policy for those users. 
There is no direct control of archiving 

settings from within the Skype for Business 
admin center. 

One Vision is the monitoring platform and 
is included with our bid. It will help detect 

any issues with connecting to the 0365 
Cloud as well as with carrier network 
failures. 

Demarc between the Contractor and the 
State will be the Ethernet handoff into the 
Ethernet ports of Contractor Premise 
equipment. 

iThis will consist of the following: 
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State Network Requirements Supported 
OCIO-hosted solution (Y/N) 

Post Implementation Support 
Post implementation 

Supported Support 
OCIO-hosted solution 

(YIN) 

MPISR-1 R The Contractor must provide a y centralized trouble reporting and 
maintenance system that is staffed 
24 hours a day, seven days a 
week. A report of trouble 
clearance should be furnished to 
the State employee who reported 
the trouble within one hour of 
trouble clearance. A copy of the 
written trouble ticket should be 
provided to the State. when 
requested. If correction has not 
occurred within 8 hours. a report 
should be provided showing the 
plan to correct the problem 
inclusive of a projected correction 
time. The centralized Trouble 
Reporting Center must provide 
notification to the State 
immediately after any occurrence of 
a service affecting network failure 
condition when the State has not 
previously reported such failure. 
Bidder must provide a flow chart 
along with other available 
contractor documentation 
describing the trouble reporting and 
the contractor's problem escalation 
support model. 

State of Nebraska State Purchasing 

Request for Proposal for Contrnctual Services 
Solicitation Number: Rf-P 5824 ZI 

Technical Approach 

Explanation 

DCl 

• CCEl -1000BaseT x 2 

• CCE2 - 1000BaseT x 2 

OVOC Server-lOOOBaseT x 2 

• IP Phone Manager Server -

1000Base T x 2 

DC2 

• CCEl- lOOOBaseT x 2 

• CCE2 -1000BaseT x 2 

Explanation 

Cl uses wholly-owned, non-outsourced 

Customer Success Centers (CSCs/NOCs} 

that are available and staffed 24x7x365. 
Reporting on troubles can be customized 
to your preference via the Run Book, 
which is created during onboarding. Root 

Cause Analysis (RCA) will also be provided 

where necessary and agreed upon. 

Escalation Process 

When the CSC receives a notification, an 

incident is created and the severity level is 

determined. Once engineers are assigned 

to an incident, they work the issue through 
to completion unless escalation is required 

to a higher tier. If escalation to the 

manufacturer is required, the engineer 
escalates that as well and manages all 
work between the customer and the 

manufacturer. If replacement parts are 
required, the assigned engineer makes the 
determinations of what is needed, orders 
the parts and will work with the 
dispatchers to coordinate those activities. 
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Post implementation 
Support 
OCIO-hosted solution 

The bidder must provide an 
MPISR-2 R escalation procedure and contact 

list to be used for unresolved 
troubles, including names, titles, 
and phone numbers of contact 
persons in the escalation chain. 

MPISR-3 R 
The bidder must provide Service 
Level Agreements (SLA) that are 
applicable to the service being 
proposed. 

June 5, 2018 

Supported 
(YIN} 

y 

y 

State of Nebraska State Purchasing 
Request for Proposal for Contractual s~rviccs 

Solicitation Number: RFP 5824 Z I 
Technical Approach 

Explanation 

Service Incident Flow 

As part of the transition process, Cl will 

provide the Cloud and Customer Success 

Centers contact and escalation list to the 

State's authorized representatives 

involved in the transition to Cl. The 

escalation list begins with the Customer 

Success Manager, escalates to the 

Directors, and includes the VP, 

Maintenance and Managed Services. 

Please see the following Service Level 
Objectives based on the components of 
the proposed solution: 

All Data Center Hardware and Software 

Level 1 - Critical 
The Supported Product is totally out of 
service with no acceptable work around, 
resulting in a loss of service affecting all 
users at a single site. 

• Response: 30 minutes 

Level 2 - Ma·or 
he Supported Product is operating with 

severely reduced functionality causing 
significant impact to the Customer's 
business operations, the loss of service 
impacting more than twenty-five percent 
(25%) of all users at a single site or inabilit 
to access System Administration. 

• Response: 1 hour 
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Post implementation 
Support 
OCIO-hosted solution 

MPISR-4 R The bidder must provide a plan of 
redundancy and business recovery. 
A copy of the plan must be 
included in the bidder's response. 
The plan must include back-up and 
alternative facilities/resources, 
plans, procedures, conditions, 
authorizations. response and 
recovery times, statistical history 
including MTTR, and other 
information needed lo assess and 
ensure the bidder's capability to 
recover with a minimum of service 
disruption or degradation. In the 
event a major outage occurs, 
response and recovery must begin 
immediately. The Contractor must 
restore service as soon as 

June 5, 2018 

Supported 
(YIN) 

y 

State of Nebraska State Purchasing 
Request for Proposal for Conlractual Services 

Solicitation Number: RFP 5824 I. I 

Technical Approach 

Explanation 

Level 3 - Minor 
The Supported Product is operating with 
reduced functionality causing little or no 
impact to the Customer's business 
operations, or the loss of service to less 
than twenty-five percent (25%) of all users 

at a single site. May also include 
occasional dropped calls or intermittent 
voice quality degradation. 

• Response: 8 Hours 

Level 4 - lhformational 
Requests for general feature information 
or other non-maintenance related support 
requests. Includes Moves, Adds and 

thanges 

• Response: 2 Business Days 
* Response objective applies to remote 
lservice desk support only and does not 
apply to on-site services. On-site support 
dispatch is next business day. 

AudioCodes Telephone Endpoints 

• Next Business Day 

Microsoft Skype for Business Cloud PBX 

• Please see Appendix 10 -
Microsoft Online Services SLA. 

The Cl Business Continuity/Disaster 

Recovery program includes both 

governance teams and operational teams 

to ensure the recoverability of critical 

information and technology systems in the 

event of a significant interruption. 

Governance teams set strategy and ensure 

alignment with business objectives. 

Operational teams ensure that disaster 

recovery plans are written, tested and, 

when necessary, implemented. 
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Post implementation 
Support 
OCIO-hosted solution 
possible. 

June 5, 2018 

Supported 
(YIN) 

State of Nebraska State Purchasing 
Reque~t for Proposal for Contractual Services 

Solicitation Number: RFP 5824 ZI 
Technical Approach 

Explanation 

The business objectives for disaster 

recovery are defined by the Business Data 

Owner to establish acceptable timeframes 

and data recovery objectives. 

• RTO (Recovery Time Objective) -

The acceptable length of time that 

a particular business process is 

unavailable before recovery. 

• RPO (Recovery Point Objective) -

The amount of acceptable data 

loss after an interruption in 

computing systems. 

Disaster Recovery plans are closely aligned 

with Business Continuity plans to ensure a 

complete recovery strategy for the 

enterprise. Cl performs periodic exercises 

of aspects of the Disaster Recovery Plan 

and performs post exercise remediation of 

identified concerns. All testing results are 

reported to executive leadership. All test 

results and major revisions to the disaster 

recovery plans are regularly reviewed to 

ensure that they reflect current Business 

priorities and criticalities. 

Major catastrophic disasters can present 

different scenarios that require different 

solutions. For example; Cl can overnight a 

temporary system to provide temporary 

service within 24 hours until a permanent 

solution can be provided. Cl can change 

programming to re-direct calls to another 

location or within 24 hours can provide 

resources to set-up business operations at 

a temporary location once it is determined 

where the temporary site will be located. 

(92018 ConvergeOne 99 



£.I ConvergeDne 

Post implementation 
Supported Support 

OCIO-hosted solution 
(Y/N) 

Stat.c of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: RFP 5824 ZI 

Technical Approach 

Explanation 

Cl is unique in the market by offering 

three fully staffed, redundant, state-of-

the-art Network Operations Centers 

(NOCs) that provide multivendor support 

and offer 24x7x365 coverage for Cl 

maintenance and managed services 

customers. 

CSC Business Continuity and Disaster 
Recovery 

Cl has fully documented and annually 

exercised Disaster Recovery and Business 

Continuity plans that meet stated and 

contractual Recovery Point and Recovery 

Time objectives. This plan contains 

proprietary and confidential information 

and is not shared with customers as it 

could compromise Cl's ability to meet 

confidentiality agreements with existing 

clients. The existence of the plan and the 

frequency of exercises is attested to in the 

annual SSAE16 SOC2 type II report which 

may be requested by the State through an 

!email to com12liance@convergeone.com. 

Office 365 Disaster Recovery 

Microsoft Office 365 offerings are 

delivered by highly resilient systems that 

help to maintain peak service 

performance. Service continuity provisions 

are part of the Office 365 system design. 

IThese provisions enable Office 365 to 

recover quickly from unexpected events 

such as hardware or application failure, 

data corruption, or other incidents that 

affect users. These service continuity 

solutions also apply during catastrophic 

outages (for example, natural disasters or 
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Post implementation 
Supported Support 

OCIO-hosted solution 
(YIN) 

State of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: K Ft> 5824 Z 1 

T~chnical Approach 

Explanation 

an incident within a Microsoft data center 

that renders the entire data center 

inoperable). 

Note that after recovery from catastrophic 

outages, there may be a period of time 

before full data center redundancy is 

restored for the service. For example, if 

Data Center 1 fails, services are restored 

by resources in Data Center 2. However, 

there may be a period of time until 

services in Data Center 2 have service 

continuity support either by restored 

resources in Data Center 1, or new 

resources in Data Center 3. The Office 365 

(SLA) applies during this time. 

Microsoft ensures that customer data is 

available whenever it is needed through 

the following features: 

• Data storage and redundancy: 

Customer data is stored in a 

redundant environment with 

robust data protection capabilities 

to enable availability, business 

continuity, and rapid recovery. 

Multiple levels of data redundancy 

are implemented, ranging from 

redundant disks to guard against 

local disk failure to continuous, full 

data replication to a 

geographically diverse data center. 

• Data monitoring: Office 365 

services maintain high levels of 

performance by: 

0 Monitoring databases: 

• Blocked processes 

• Packet loss 
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PISR-5 

PISR-6 

Post implementation 
Support 
OCIO-hosted solution 

Describe any end user or 
administrator documentation 
available. 

Describe any end user or 
administrator training available. 

Supported 
(YIN) 

y 

y 

State of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: RfoP 5824 Zl 

Technical Approach 

Explanation 

• Queued processes 

• Query latency 

• Completing preventative 

maintenance: Preventative 

maintenance includes database 

consistency checks, periodic data 

compression, and error log 

reviews 

Administrator and User Manuals for the 
~udioCodes 400HD series IP Phones are 
provided as attachments to the response. 
Administrator manuals for the One Voice 
Operations Center and IP Phone Manager 
Pro can be provided on request although it 
is expected that these products and the 
functionality offered by them will be 
managed by the contractor. 

Cl will provide system documentation for 
administrators. Please see Appendix 11-
~ample Skype for Business User 
Instructions. 

A training schedule will be developed with 
the Cl Project Manager and the State's 
Project Manager based on the agreed­
upon cut-over plan. 
Microsoft Skype for Business Cloud PBX 
Cl onsite training is provided for end users 
to increase adoption rates and decrease 
"day 2" support calls. Training classes are 
set with a maximum of 20 users per 
session. Cl can utilize a train-the-trainer 
format, providing a more cost effective 
training solution for the State. 
System and Desktop Administrators and 
Telecom Engineers training will include 
reporting and performance management. 
ifhe IT Help Desk staff will receive training 
to develop their skills to resolve issues 
escalated from End User Support. The End 
User Support staff will receive training to 
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Post implementation 
Support 
OCIO-hosted solution 

E911 
E911 
OClO-Hosted 
Solution 

ME911-1 R 
Proposed solution must support 
E911 by sending the station 
number of all callers dialing "911'', 
or "9, 911". 

Billing Requirements 
Billin() Requirements 
OCI -Hosted Solution 

MBR-1 R 
ifhe billing cycle for all contractor 
provided services must end on the 
last day of each month, and the next 
billing cycle must begin the first day of 
he followina month. 

MBR-2 R A paper summary invoice must be 
delivered to the AS Accounting 1526 
K St. Suite 240, Lincoln, NE 68508. 
The paper invoice must include all 
current services covering the 
previous calendar month and must 
be delivered by the 10th of the 
month. Bidders must include in their 
proposal snap shots depicting the 
actual invoice format that includes 
each service tvoe offered. 

MBR-3 R The paper invoice must show order 
activity detail and current monthly 
charoes bv services and be 

Supported 
(YIN) 

Supported 
(YIN) 

y 

Supported 
(Y/N) 

y 

y 

y 

State of Nebraska State Purchasing 

Request for Prnposal for Contractual Services 
Solicitation Number: R FP 5824 Z 1 

Technical Approach 

Explanation 

address tier 1 support requests from end 

users. Please see Appendix 12 - Sample Cl 
IT Training. 
Admin knowledge transfer will be 

provided and focus on both configuration 

of the systems and end user functionality. 

Over-the-shou Ider Administrator 

knowledge transfer will be provided 

throughout the engagement but an 

additional day will be dedicated to 
reviewing features and functionality of the 

system. 

Explanation 

The station number will be passed to the 

911 service. 

Explanation 

Please see Appendix 13 - C1 Sample 

Invoice. 
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Billin() Requirements 
OCI -Hosted Solution 
organized in a clear and precise 
manner. An overall summary must 
orovide total lines and total cost. 

MBR-4 R An accurate electronic station billing 
file must be delivered lo the OCIO. 
This electronic billing file must 
include all current services covering 
the previous calendar month and 
must be received by the 10th of each 
month. 

MBR-5 R The electronic station record file 
layout must be either "delimited" or 
"fixed length". There must be a 
separate line for each telephone 
number that includes. as a minimum. 
1 0 Digit Station number and station 
type identifier (i.e. basic. standard, 
or oremium). 

MBR-6 R A 2nd electronic call detail record 
file must be delivered to the OCIO 
and provided in an electronic file 
each month covering the previous 
calendar month and must be 
received by the 10th of the month. 
The format must include the 
following items: 

1. Time of Day 
2. Date of Call 
3. Originating Number (calling 

number} 
4. Originating City/State 
5. Terminating Number (called 

number) 
6. Terminating City/State 
7. Call Duration (billable time). 

MBR-7 R Receiving electronic files must be 
an automated process. The State 
will not consider a CD, DVD or 
email attachment to be automated. 
Any process that relies on a 
single person at a desktop to 
receive data and manually extract 
or manipulate files will not be 
considered automation. Current 
platforms supported by the State 
are Connect Direct (NDM). and 
SFTP. The Bidder must provide a 
complete description of their 
proposed process for delivering 
electronic files. 
Totals in both electronic billing files 

MBR-8 R must match totals on the paper 
summary invoice. Paper summary 
invoices that do not match the 
electronic data file will not be paid 

Supported 
(YIN) 

y 

y 

y 

y 

y 

State of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: RFP 5824 /.I 
Technical Approach 

Explanation 
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Billin8 Requirements 
OCI -Hosted Solution 
until corrected. 

MBR"9 R The bidder must provide the 
contact names, escalation 
procedures. and telephone 
numbers tor billing questions and 
technical oroblems. 

MBR"10 R 
The bidder must provide an 
example of both electronic billing 
files. A single CD with sample 
billing tiles must be included in bid 
proposal. 

Business Requirements 
Business Re¥uirements 
OCIO-Hos ed Solution 

MBUR"1 R The State will not accept any 
requirements by the bidder 
concerning minimum orders. The 
State may place orders for 1 line, or 
as many as 1000 lines at any given 
time. and will pay the same 
installation and monthly rate for 
each line regardless of the quantity 
of lines ordered. 

MBUR-2 R Payment will be made only against 
invoices complying with the 
requirements listed above. Such 
payment will be made within 45 days 
of receipt of an acceptable invoice. 
Invoices which are inaccurate will 
not be paid until corrected. Upon 
notice to the Contractor of billing 
errors, the Contractor will be 
required to correct the invoice, and 
resubmit to the State. All invoices 
deemed to be inaccurate must be 
corrected by the Contractor and re-
submitted within 60 davs. 

MBUR-3 R The OCIO will provide a list of 
State personnel to the contractor 
that are authorized to place 
orders and make billing inquiries. 
The Contractor will not accept or 
act on orders and inquiries from 
anyone whose name does not 
aooear on the OCIO orovided list. 
Volume commitments will not be 

MBUR"4 R accepted by the State. If the 
bidder submits a response that 
contains Volume Commitments 
the bid mav be reiecled. 

BUR-5 
All due dates must be met by the 
Contractor. In the event that a 

Supported 
(YIN) 

y 

y 

Supported 
(YIN) 

y 

y 

y 

y 

y 

State of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: RFP 5824 /.I 
Technical Approach 

Explanation 

Please see the enclosed CD for sample 
billing files. 

Explanation 
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Business Requirements 
OCIO-Hosted Solution 
Contractor provided due date 
cannot be met. the OCIO must be 
notified in writing at least two (2) 
business days prior to original due 
date. The Contractor must notify 
the service requestor when a work 
order has been completed. 

BUR-6 
The State requires timely response 
to all requests for order activity. All 
requests should be acknowledged 
by the Contractor in writing within 
48 hours. Contractor order 
number and order due date must 
be sent to the OCIO within 5 
business days. All order activity 
must be completed by the 
Contractor within 14 calendar 
davs. 

BUR-7 
When requested by the State, the 
Contractor must provide reports 
including station inventory and 
physical addresses. The State 
prefers access to the above 
information through an on-line, 
near real time system via the 
Internet at no additional cost. 

The State and the Contractor will 
BUR-8 work in partnership to ensure the 

services provided under this 
contract will be refreshed as 
technologies evolve and user 
needs grow. The OC10, in 
conjunction with, or on behalf of. 
all other participants, will assume 
the primary role in seeking and 
proposing new technologies and 
enhancements. This technology 
refreshment clause will be a 
required condition of the contract. 
At a minimum the State and the 
Contractor will conduct yearly 
reviews during the term of the 
contract to review service 
offerinos and pricino. These 

Supported 
(YIN} 

y 

y 

y 

State of Nebraska State Purchasing 
Reque~t for Proposal for Contrnctual Services 

Solicitation Number: Rf P 5824 i'. I 
Technical Approach 

Explanation 

Starting with an initial audit, Cl will 
maintain a record of the currently-

installed Hardware, Software version and 

any applicable TL$ Certificates on your 

covered software applications and 

systems, as well as any firmware releases 

on hardware components (e.g. servers, 

gateways, and boards) that your covered 

products may include. As part of this 

inventory, Cl will produce a detailed 

report highlighting which actual versions 

do not meet the latest or recommended 

releases as determined by the product 

manufacturers. This report will be 
provided by your Customer Success 

Manager {CSM) upon request. 

Cl will conduct regularly scheduled 

business review meetings, to occur no less 

than quarterly, to include members of the 

Cl Account Team and Voice Operations 

tream, and key State stakeholders. 

During the regularly scheduled meetings 

the team will review the following topics 

as relevant: 

• Key service requests, 

trends/chronic issues and 
escalations that occurred during 

the period. 
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Business Requirements Supported 
OCIO-Hosted Solution (YIN) 
reviews may result in expanding 
the services offered by the 
Contractor to include new 
optional pricing elements or 
pricing reductions associated with 
improved economies of scale 
and/or technological innovations. 
Changes in the industry related to 
regulation and/or pricing 
mechanisms may also result in 
modification of rates identified in 
the services offered by the 
Contractor. 

BUR-9 
Bidder must submit a Change 

V Management Plan with their bid 
response detailing the Change 
Management process and 
approach along with a visual aid of 
the overall process and approach 
when a change that is within scope 
needs to be made. Bidder must 
document change requests that 
are within scope utilizing a format 
and process approved by the State. 

State of Nebraska State Purchasing 
Rcquc~l for Proposal for Contractual Services 

Solicitation Number: RFP 5S24 Zl 
Technical Approach 

Explanation 

• Review service reports and Cl's 
performance against committed 
service objectives. 

• Note issue/concerns with respect 
to the products and/or services 
provided. 

• Review new service requirements 
of customer and/or new service 
offerings from Cl that offer 
increased value to the State. 

• Product Roadmap discussion: 

0 Review product lifecycle ol 
current deployed products 
within the State's voice 
environment. 

0 Provide information 
relative to new products, 

features, upgrades that 
may be of interest to the 
State for deployment 
within their environment. 

0 Status of any current or 
planned projects. 

Change Management is the process of 
managing the review, approval, and 

scheduling of changes related to the State 
voice communications environment. Any 
activity with the potential to temporarily 
or permanently impact the availability, 

reliability, security or performance of the 
State's voice communication system is 
defined as a change. 

Cl's Customer Success Manager will be 
the point of contact to receive requests for 
change (RFC) initiated by the State and to 
initiate requests for change {RFC) with the 

State on behalf of Cl, as needed. 
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Project Planning and Management 
Project Planning and 

Supported 
Man()ement 
OCI -Hosted Solution (Y/N} 

PPMR-1 
Bidder must describe in their 
proposal each of the steps they will y 

take during discovery, network 
assessment, individual site 
assessment, and install. Bidder 
must provide a draft Project 
Management Plan (PMP) and 
upon contract execution, the 
Contractor must deliver a detailed 
PMP describing how the project 
will be managed. The OCIO will 
review the Contractor's PMP, 
including all subsidiary plans and 
components described below, 
within ten (10) business days of 
receipt. The Contractor will make 
any changes requested by OCIO 
within five (5) business days of 
receipt of the OCIO feedback. The 
PMP must include the proposed 
tearn(s), team composition, roles of 
team members, and the proposed 
project schedule and timelines. The 
PMP must include a preliminary 
schedule that describes the total 
number of anticipated development 
and implementation cycles, and 
the deliverables that are expected 
to be completed in each. 

State of Nebraska State Purchasing 
Request for Propoc;al for Contractual Services 

Sol icilation Number: RFP 5824 /. I 
Technical Approach 

Explanation 

Project Management Methodology 

Cl will provide Project Management 

Services to help you effectively manage 

the project and control risks in the 

deployment. Cl will designate a Project 

Manager who will act as the single point of 

accountability for all Cl contract 

deliverables for the duration of the 

Project. 

Skype Operations Framework 

Cl follows the Microsoft Skype Operations 

Framework for project delivery for Skype 

for Business Online. The Skype Operations 

Framework (SOF) is a comprehensive 
guide and toolset for implementing and 

managing a reliable, cost-effective 

communications service based on Skype 

for Business. 

Key elements include an iterative delivery 

process, clear project metrics, proactive 

risk management, and effective response 

to change. The diagram to the left depicts 

the Skype Operations Framework. 

Project Management 

Cl will designate a Project Manager (PM) 
responsible for overseeing the project. 

Once the contract is signed and accepted 
by Cl, this individual will act as the State's 
single point of contact for all planning and 

issues related to solution delivery. The Cl 
PM will work closely with the State to 

guide the implementation and work on a 
mutually agreed upon schedule. 

The Cl Project Manager will setup a 
secure SharePoint site hosted by Cl for all 

documentation relating to the project. The 
lsite will remain active and accessible by 

lthe State after the project completion. The 

June 5, 2018 ©2018 ConvergeOne 108 



I Converge DnE~ 

Project Planning and 
Supported 

Manaaement 
OCI -Hosted Solution (YIN) 

Attachment B- Carrier Hosted Solution 

C1 Response: 

Not applicable. 

Attachment C - Alternate Solution 

Cl Response: 

Not applicable. 

State of Nebraska State Purchasing 
Kcquest for Pmposal for Contractual Services 

Solicitation Number: RFP 5824 ZI 
Technical Approach 

Explanation 

Cl Project Manager is responsible for the 
following: 

• Conduct internal (Cl) and joint 
Cl/State meetings 

• Develop project plan, including 
activities, milestones, roles and 
responsibilities 

• Schedule and manage required Cl 
resources and partners 

• Conduct Issue and Risk 
Management 

• Provide agenda and meeting notes 

• Track customer and Cl project 
deliverables 

• Manage Change Requests and any 
associated billing with the State 

• Manage Project Closeout process, 
punch list and State acceptance 
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State of Nebraska State Pul'chasing 

Request for Proposal for Contractual Services 
Solicitation Number: RFP 5824 Zl 

Technical Approach 

Detailed Project Work Plan 

Cl Response: 

Microsoft Skype for Business Project Phases and Tasks 

Cl will work with the State to establish a project plan based on the final scope of work. Major 

milestones and target dates will be established based on the final Scope of Work. 

An overview of the Cl project phases and descriptions are outlined below: 

lmJ ~ I~ - I In ii ITir-11 
,-:1: ... · .a~l' • ' [ :.JI • • .. r.,,.:. . 

1km) 

1 Yes Auto Scheduled Cloud PBX POC - DRAFT 1 

2 Yes Auto Scheduled Plan 2 

3 Yes Auto Scheduled Project Kickoff 3 

4 Yes Auto Scheduled Adoption 3 

5 Yes Auto Scheduled Adoption Planning Workshop 4 

6 Yes Auto Scheduled Provide End User Training Materials 4 

7 Yes Auto Scheduled Provide Awareness Campaign Materials 4 

8 Yes Auto Scheduled Provide Success Plan 5,6,7 4 

9 Yes Auto Scheduled Review Adoption Strategy with Project team for 8 4 
approval 

10· Yes Auto Scheduled Adoption - Plan Phase Exit: Workshops 5,8,9,6,7 4 

completed, supporting materials provided, 

Success Plan created, Adoption Strategy 

approved 

11 Yes Auto Scheduled Assess 3 

12 Yes Auto Scheduled Readiness Assessment Workshop 4 

13 Yes Auto Scheduled Provide Readiness Assessment Report 12 4 

14 Yes Auto Scheduled Network Readiness Workshop 4 

15 Yes Auto Scheduled Complete Bandwidth Calculator 14 4 

16 Yes Auto Scheduled Client completes network assessment and provide 14 4 
results 

17 Yes Auto Scheduled Review readiness results with the project team for 4 
approval to proceed 

18 Yes Auto Scheduled Assess Phase Exit: Network and Readiness 12,13,14 4 

Assessment Complete, Bandwidth calculator 

created, assessment results- approval to 

proceed granted 

19 Yes Auto Scheduled Design 3 

20 Yes Auto Scheduled Cloud PBX Architecture/ Migration workshop 4 
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State of Nebraska Stnte Purchasing 
.Request for Proposal for Contractual Services 

Solicitation Number: RFP 5824 Zl 
Technical Approach, 

; - -
ml !~ ~---r7~1TJr11Tra :~ ~ , .... ,,. .. ,., . . . 

~ 
21 Yes Auto Scheduled Provide Architecture/ Migration Documentation 20 4 

for review 

22 Yes Auto Scheduled Review Technical Design& Architecture with 21 4 
Project Team for approval 

23 Yes Auto Scheduled Design Phase Exit: Architecture design/ 20,21,22 4 

Migration workshop completed Technical 

design and Architecture documentation 

approved 

24 Yes Auto Scheduled Prepare 3 

25 Yes Auto Scheduled Provide Deployment Checklist 23 4 

26 Yes Auto Scheduled Complete assessment remediation 22 4 

27 Yes Auto Scheduled Client prepares network 22 4 

28 Yes Auto Scheduled Finalize Overall Project Schedule 22 4 

29 Yes Auto Scheduled Prepare Phase Exit: Deployment checklist, 25,27,28 4 

approved schedule, network prepared for 

deployment, finalized cut sheets available 

30 Yes Auto Scheduled Plan Phase Exit- Client approval for all 3,19,4,11,24 3 

Adoption, Assess, Design, Prepare activities 

31 Yes Auto Scheduled Deliver 2 

32 Yes Auto Scheduled Deploy 3 

33 Yes Auto Scheduled Testing 4 

34 Yes Auto Scheduled Testing Methodology Workshop 30 5 

35 Yes Auto Scheduled Provide Test Matrix and Test Plan 34 5 

36 Yes Auto Scheduled Review Methodology and Test Matrix with project 34 5 
team for approval 

37 Yes Auto Scheduled Client creates UAT Survey 30 s 
38 Yes Auto Scheduled Execute Test Plan w/ client 36 5 

39 Yes Auto Scheduled Review test plan results with project team for 36 5 
approval 

40 Yes Auto Scheduled Operations Handoff Workshops-knowledge 39 s 
transfer 

41 Yes Auto Scheduled Testing Phase Exit: Executed Test Plan approved, 40,39,37 5 
Operations Workshop completed 

42 Yes Auto Scheduled Enable#l 3 
43 Yes Auto Scheduled Finalize pilot user enablement details 40 4 

44 Yes Auto Scheduled Validate pilot user cut sheet 43 4 

45 Yes Auto Scheduled Validate pilot enablement script 43 4 

46 Yes Auto Scheduled Enable pilot users 43,44,45 4 

47 Yes Auto Scheduled Provide tier 3, day 1 support 46FS-led 4 

48 Yes Auto Scheduled Enable Phase Exit: Pilot users enabled, day 1 46,47 4 
support provided 

49 Yes Auto Scheduled Enable#2 3 
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State of Nebraska State Purchasing 

Request l<.>r Proposal for Contractual Services 
Solicitation Number: RFP 5824 Z l 

Technical Approach 

Im :~ ~- - ~ 
t 1n 11n • 

• ,1:.a, 1!...1 .- -.,, • .• . 
IIl!rII 

50 Yes Auto Scheduled Finalize pilot user enablement details 4 

51 Yes Auto Scheduled Validate pilot user cut sheet 4 

52 Yes Auto Scheduled Validate pilot enablement script 4 

53 Yes Auto Scheduled Enable pilot users 50,51,52 4 

54 Yes Auto Scheduled Provide tier 3, day 1 support 53FS-1ed 4 

55 Yes Auto Scheduled Enable Phase Exit: Pilot users enabled, day 1 53,54 4 

support provided 

56 Yes Manually Project Closure 2 
Schedule 

57 Yes Auto Scheduled Project Closure Meeting with project team 55 3 

58 Yes Auto Scheduled Client provides sign off on PoE for Microsoft 57 3 

59 Yes Auto Scheduled Client provides sign off on Cl Milestone 57 3 

Acceptance doc 

This is only a sample; a final project plan will be developed during the beginning stage of the 
project. The final project plan will require the combined input of the State and Cl to develop. 

Deliverables and Due Dates 

Cl Response: 

The following describes the deliverables included as part of this proposal: 

• Project Schedule Describes the project tasks dependencies and timeline for a completion 
of milestones 

• Readiness Assessment Report Summary report on the organizations current readiness for 
Skype for Business Online including potential blockers and remediation 

• Network Essentials Readiness Report Summary report on the estimated bandwidth 
requirements and network readiness for Skype for Business 

• Cloud PBX, PSTN Conferencing and Client - Design and Migration Document covering site 
architecture/requirements, Cloud PBX features design decisions and user/client 
deployment 

• Test Matrix Excel Workbook matrix of test cases results used to validate the solution 

• Adoption Success Plan Describes adoption success factors, scenarios and activities and 
workloads planned for the project 

• User Enablement Results Report Excel Workbook documenting the per user results of a 
user enablement event 

Approximately ten ( 10) business days after signed acceptance of the final Statement of Work, Cl 
will assign project resources and schedule a project kick-off meeting. The project kick-off may not 
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State of Nebraska State Purchasing 

Request for Proposal for Contractual Services 
Solicitation Number: RFP 5824 Z I 

Technical Approach 

take place immediately. Project start times depend on the availability of Cl and customer 
resources. 

The expected duration of this project will be determined in the final Statement of Work from the 
time of kick-off to completion. 
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Appendix 1 

State of Nebraska State Purchasing 
Request for Proposal for Contractual Services 

Solicitation Number: RFP 5824 ZI 

ConvcrgcOnc Appendices 

Cl Master Sales Agreement 
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Date: DATE 

SELLER: CONVERGEONE, INC. 
3344 Highway 149 
Eagan. MN 55121 

eDne 
Master Sales Agreement 

CUSTOMER: LEGAL ENTITY NAME 
STREET ADDRESS 
CITY/ST ATE/ZIP 

Agreement# 

This MASTER SALES AGREEMENT ("Agreement") is made and entered into as of the date indicated above ("Effective Date"} by and 
between Seller and Customer. Seller and Customer are each a "Party" to this Agreement and may collectively be referred to herein as 
the "Parties." 

In consideration of the mutual undertakings herein contained, the Parties agree as follows: 

1. Attachment A contains terms and provisions that are part of this Agreement and Attachment A is hereby herein incorporated by 
reference. 

2. This Agreement shall apply to sales of the following to Customer: 

a) All hardware, third party software, and/or Seller software (collectively, "Products"}: 
b) All installation services, professional services, and/or third party provided support services that are generally associated with the 

Products and sold to customers by Seller ("Professional Services"}; 
c) All Seller-provided vendor management services, software release management services, remote monitoring services. 

troubleshooting services, and/or OnGuard Support Services (collectively, "Managed Services"); and/or 
d) All Seller-provided maintenance services ordered by Customer to maintain and service Supported Products (as hereinafter 

defined in Article IV of Attachment A} or Supported Systems (as hereinafter defined in Article IV of Attachment A} at Supported 
Sites (as hereinafter defined in Article IV of Attachment A) to ensure that they operate in conformance with their respective 
documentation and specifications ("Maintenance Services"). 

3. Seller will provide the Products, Professional Services, Managed Services, and/or Maintenance Services to Customer as more fully 
described on a sales order ("Master Agreement Rider" or "Solution Quote" or "Maintenance Services Order Form") that references 
this Agreement and for which authorized representatives of each Party have signed the corresponding document summarizing the 
order ("Solution Summary"). Each Master Agreement Rider, Solution Quote. and/or Maintenance Services Order Form shall contain 
an itemized list of all Products to be provided and/or all Managed Products and/or Supported Products to be maintained. together 
with the price to be charged therefor. If Seller is to provide Professional Services, Managed Services, and/or Maintenance Services 
to Customer, a Statement of Work ("Statement of Work" or "Scope of Work" or "SOW") that references this Agreement shall 
accompany the Master Agreement Rider, Solution Quote, and/or Maintenance Services Order Form. With respect to the Managed 
Services only, the SOW may act as both the Solution Quote and SOW. The Master Agreement Rider. Solution Quote, and/or 
Maintenance Services Order Form shall reflect the price to be charged for such Professional Services, Managed Services, and/or 
Maintenance Services. 

4. Any amendment. supplement, or modification of any term or provision of this Agreement or any Solution Summary must be in a 
writing that is signed by authorized representatives of both Parties to this Agreement. 

5. In lieu of an authorized representative of each Party signing a Solution Summary, the Parties agree that Customer may issue to 
Seller a purchase order to order Products, Professional Services, Managed Services. and/or Maintenance Services from Seller. 
Such purchase order shall be deemed Customer's agreement to the terms and conditions of the corresponding Solution Summary. 
However. no terms or provisions of the purchase order (other than the description of the Products. Professional Services, Managed 
Services, and/or Maintenance Services and the quantity thereof) shall apply. Rather, only the terms and provisions of this Agreement 
shall apply to the sale of Products, Professional Services, Managed Services, and/or Maintenance Services. 

6. This Agreement shall remain in effect until terminated by either Party. Either Party may terminate this Agreement, provided that such 
Party provides to the other Party written notice of such termination at least thirty (30) days prior to the effective date of such 
termination. The notice of termination shall reflect the effective date of the termination; if it does not, then the effective date of the 
termination shall be the date that is thirty (30) days after the non-terminating Party receives the written notice of the termination. 
Notwithstanding the foregoing. however, the termination of this Agreement shall not affect the obligations of either Party pursuant to 
the terms and provisions of any Solution Summary that has been executed by an authorized representative of each Party prior to the 
effective date of termination of this Agreement. 
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7. Terms and conditions contained in a Solution Summary shall control over any general terms and conditions contained herein or in 
Attachment A. 

8. PURCHASE PRICE: Unless specifically stated and mutually agreed upon in a particular Solution Summary, the purchase price of 
the Products, Professional Services. Managed Services, and/or Maintenance Services set forth in each Solution Summary shall be 
paid as follows: 

a} For Products and Professional Services (excluding third party support services) : 

i) Down Payment: Fifty percent (50%} of the Price (as defined in Article I, Section 1 of Attachment A) is due upon execution 
of the Solution Summary; and 

ii) Balance: The remaining balance of the Price is due as follows: 

(1) For Products: One Hundred percent (100%) of the remaining balance of the Price attributable to the cost of 
Products is due thirty (30} days from the date of the invoice. 

(2) For Professional Services (excluding third party support services): 

(i} Professional Services provided on a time and materials basis will be invoiced monthly as Professional Services 
are performed by Seller (following depletion of the down payment) and are due thirty (30) days from the date of 
the invoice: or 

(ii) Professional Services provided on a fixed price basis are due either (a) monthly as Professional Services are 
performed by Seller (following depletion of the down payment) within thirty (30) days from the date of the invoice; 
or (b) periodically based on mutually agreed upon milestones as set forth in the pertinent Solution Summary 
(following depletion of the down payment) thirty (30} days from the date of the invoice. 

b) For Third Party Support Services: One Hundred percent (100%) of the Price attributable to the cost of third party support 
services as specified in the Solution Summa1y will be invoiced and due prior to commencement of the third party support 
services. 

c) For Managed Services: Customer will be invoiced for Managed Services annually in advance and such invoices are due prior 
to the commencement of the pertinent twelve (12)-month period. 

d) For Maintenance Services: Customer will be invoiced for Maintenance Services on a quarterly basis in advance and such 
invoices are due prior to the commencement of the pertinent quarterly period. 

9. FINANCING OPTION: If Customer elects to lease the pertinent Products, Professional Services, Managed Services, and/or 
Maintenance Services, Customer 

a) Shall inform Seller of such election no later than the time that the pertinent Solution Summary is executed to avoid being liable 
for sales tax on the Products, Professional Services, Managed Services, and/or Maintenance Services provided under the 
pertinent Solution Summary; and 

b) May assign a Solution Summary to a financing company for the sole purpose of financing the Price, provided that Customer 
agrees that any such assignment shall not delay or relieve Customer of its duty to perform any of its obligations under this 
Agreement (including. but not limited to. liability for amounts owed under this Agreement). Customer further agrees that it shall 
not take any action. or refuse to take any action, that delays Seller's receipt of payment from Customer's financing company. 
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10. PRODUCT RETURNS: All configured orders, including hardware and software, are non-returnable. All software, regardless of 
whether such software is part of a configured order, is non-returnable. All authorized returns may be assessed a twenty percent 
(20%) restocking charge; provided, however. that Product returns based on warranty claims will not be assessed such restocking 
charge. 

~ WITNESS WHEREOF, the Parties have caused this Agreement to be executed and do each hereby warrant and represent that their 
respective signatory whose signature appears below has been and is on the date of this Agreement duly authorized by all necessary and 
appropriate corporate action to execute this Agreement. 

SELLER: CONVERGEONE, INC. CUSTOMER: LEGAL ENTITY NAME 

Signature: Signature: 

Printed Name: Printed Name: ----------------

Title: Tille: 

Date: Date: 

Cl Master Sales Agreement Page 3 of 10 03.21.2018 



ATTACHMENT A - TERMS AND CONDITIONS 

ARTICLE I - GENERAL TERMS AND CONDITIONS OF THE AGREEMENT 

PRICE; PAYMENT; TAXES. Customer agrees to pay the price of each Product. Professional Service. Managed Service, and/or 
'.aintenance Service described on a Solution Summary, together with freight, taxes, and any other itemized charges, fees, and costs 

(the "Price"). The currency to be used for payment of the Price is the United States Dollar. Except for breach by Seller, termination of 
this Agreement shall not affect Customer's obligation to pay the Price. If Customer is exempt from tax, Customer shall provide to Seller 
a valid tax exemption certificate at the time that this Agreement is executed. Customer agrees to indemnify and hold harmless Seller (i) 
from any and all liens, actions, or claims made by or on behalf of any tax authority in connections with any payment made to Seller. and 
(ii) for all costs incurred by Seller in connection with the foregoing (including, but not limited to. reasonable attorneys' fees). Interest on 
any past due obligation shall accrue at the rate of one and one-half percent (1 Yi%) per month or at the maximum rate allowed by law. 
whichever is lower. All prices are exclusive of applicable taxes or other charges imposed by law. 
2. REMEDIES UPON DEFAULT. In the event that Customer fails to pay according to the terms and provisions of this Agreement, or 
fails to perform any of its obligations pursuant to the terms and provisions of this Agreement, then Seller. at its option, may do any or all 
of the following: (i) upon notice to Customer, terminate this Agreement; (ii) regardless of whether this Agreement is terminated, suspend 
further performance under this Agreement: and (iii) retain, as an offset to Customer's liability for such default, all or a portion of the 
progress payments (if any) previously paid by Customer. Customer shall in any event remain fully liable for damages resulting from 
Customer's breach (including, but not limited to, all costs and expenses incurred by Seller on account of such breach, including costs of 
arbitration and reasonable attorneys· fees). The rights afforded Seller hereunder shall not be deemed to be exclusive but, instead, shall 
be in addition to any rights or remedies provided by law. 
3. INDEPENDENT CONTRACTOR. Seller shall conduct its business as an independent contractor with respect to Customer. Seller 
will represent to third persons, to the public generally. and to all governmental bodies (including, but not limited to, federal, state, and 
local authorities} that the business conducted by Seller with respect to Customer is that of an independent contractor and that such is the 
sole relationship between the Parties. It is expressly understood that Seller is in no way considered the legal representative of Customer 
for any purpose whatsoever with respect to this Agreement. Customer shall deduct no income tax or other withholdings whatsoever from 
payments due to Seller. 
4. CUSTOMER COOPERATION. Customer shall cooperate fully with Seller to facilitate performance of Seller's obligations hereunder, 
including the rendition of Professional Services, Managed Services, Maintenance Services, and/or the installation of a Product. Customer 
shall dedicate such time. personnel, and resources as may be reasonably necessary to complete Seller's performance of Professional 
Services, Managed Services. and/or Maintenance Services. Cooperation shall include the following: 
(a) Customer shall designate a coordinator at Customer's site with the knowledge and authority to make decisions with respect to all of 
Customer's operations in order for Seller to meet its obligations hereunder; 
(b) Customer shall make available such data as is necessary to adequately test the Product(s}, Professional Service, Managed Service. 

nd/or Maintenance Service; 
.:) If Customer is purchasing an application software solution, Customer shall be responsible for the operation of each CPU, conducting 

a back-up, performing all program translation, contacting all third-party vendors to confirm that existing hardware and software will be 
compatible with the new software, and processing any necessary changes; 
(d) Customer shall provide full. free, and safe access to Customer's facilities to allow Seller to meet its obligations hereunder; 
(e) Customer shall provide the telephone numbers, network addresses. and passwords necessary for Seller to gain remote access to 
Customer's systems when necessary in connection with the performance of Professional Services, Managed Services, and/or 
Maintenance Services; 
(f) Customer shall provide (i) interface information for Managed Products (as defined in Article Ill. Section 1 of this Attachment A) and 
Supported Products (as defined in Article IV, Section 1 of this Attachment A), and (ii) any third party consents and licenses needed by 
Seller to access such Managed Products and Supported Products; and 
(g) If Seller provides an Update pursuant to Article IV, Section 2(f) of this Attachment A. or other new release of software as part of the 
Maintenance Services, Customer will promptly implement such Update or new release. 
(h) Customer expressly acknowledges that with respect to Seller's performance of the Professional Services. Managed Services, and/or 
Maintenance Services called for under this Agreement, such Professional Services, Managed Services, and/or Maintenance Services do 
not involve or in any way require Seller's access to Personal Data as defined herein. If, in the future, Customer requests additional 
services that require Seller access to Personal Data. those additional services. and the security requirements associated with Seller's 
access to Personal Data in order to perform those additional services, shall be subject to a separate written agreement between the 
parties. "Personal Data" is personal data of any employee, customer, or other individual. 
5. FORCE MAJEURE. Seller shall not be liable for any loss, failure, or delay in furnishing a Product, or providing Professional Services, 
Managed Services, and/or Maintenance Services, resulting from any of the following: fires; explosions; floods; storms; acts of God; 
governmental acts, orders. or regulations; hostilities; acts of terrorism; civil disturbances; strikes; labor difficulties; machinery breakdowns; 
transportation contingencies; difficulty in obtaining parts, supplies, or shipping facilities; delays of carriers; or any other cause beyond the 
control of Seller. 
6. ARBITRATION. Seller and Customer agree to submit any and all disputes (of whatever kind or nature. whether in law or in equity} 
arising out of the terms and provisions of this Agreement (including, but not limited to, determining the validity, specific enforcement, 
breach. or interpretation of this Agreement) to binding arbitration only, such arbitration to be conducted pursuant to the then-current 
Commercial Arbitration Rules of the American Arbitration Association and to be held before a single arbitrator at a location mutually 
agreeable to the Parties. The Parties shall be entitled to limited discovery under the Federal Rules of Civil Procedure. Notwithstanding 
the foregoing. in the event that third parties are necessary to achieve a just adjudication of the issues, either Party may commence a civil 

-:lion in a court of competent jurisdiction having jurisdiction over all parties involved. The prevailing Party shall be entitled to recover 
.:>m the non-prevailing Party its costs and reasonable attorneys· fees incurred in connection with any action or proceeding that arises 

from the terms and provisions of this Agreement. The Parties further agree that any monetary award may be reduced to judgment and 
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docketed in any court of competent jurisdiction without objection and execution had thereon. This provision shall survive the termination 
of this Agreement. No arbitration or action, regardless of form. arising out of the terms and provisions of this Agreement may be brought 
or commenced by either Party more than one (1) year after the dispute, claim, or cause of action arose. 
7. LIMITATION OF LIABILITY. THE ENTIRE LIABILITY OF SELLER (AND SELLER'S OWNERS. OFFICERS, DIRECTORS, 
'MPLOYEES, AGENTS, AND AFFILIATES) AND CUSTOMER'S EXCLUSIVE REMEDIES FOR ANY DAMAGES CAUSED BY ANY 
RODUCT DEFECT OR FAILURE, OR ARISING FROM THE PERFORMANCE OR NON-PERFORMANCE OF ANY PROFESSIONAL 

SERVICE. MANAGED SERVICE, AND/OR MAINTENANCE SERVICE, REGARDLESS OF THE FORM OF ACTION (WHETHER IN 
CONTRACT, TORT, OR OTHERWISE), SHALL BE {I) FOR FAILURE OF PRODUCTS DURING THE WARRANTY PERIOD, THE 
REMEDIES STATED IN ARTICLE II, SECTION 3 OF THIS ATTACHMENT A; (II) FOR DELAYS IN DELIVERY OR INSTALLATION 
(WHICHEVER IS APPLICABLE) OF MORE THAN THIRTY (30) DAYS BY CAUSES ATTRIBUTABLE SOLELY TO SELLER, 
CUSTOMER'S SOLE REMEDY SHALL BE TO TERMINATE THE PERTINENT SOLUTION SUMMARY WITHOUT INCURRING 
CHARGES FOR SUCH TERMINATION AND, WITHIN THIRTY (30) DAYS AFTER SUCH TERMINATION, RECEIVE A REFUND OF 
ALL MONIES PAID UNDER THE PERTINENT SOLUTION SUMMARY; OR (Ill) FOR SELLER'S FAILURE TO PERFORM ANY OTHER 
MATERIAL TERM OF THIS AGREEMENT, IF SELLER DOES NOT CORRECT SUCH FAILURE WITHIN THIRTY (30) DAYS AFTER 
RECEIPT OF WRITTEN NOTICE ADDRESSING SUCH FAILURE, CUSTOMER'S SOLE REMEDY SHALL BE TO TERMINATE THE 
PERTINENT SOLUTION SUMMARY WITHOUT INCURRING CHARGES FOR SUCH TERMINATION AND, WITHIN THIRTY (30) DAYS 
AFTER SUCH TERMINATION, RECEIVE A REFUND OF ALL MONIES PAID UNDER THE PERTINENT SOLUTION SUMMARY. 
SELLER SHALL IN NO CASE BE LIABLE FOR PUNITIVE, SPECIAL, INCIDENTAL, OR CONSEQUENTIAL DAMAGES (INCLUDING, 
BUT NOT LIMITED TO, LOST PROFITS, LOST SAVINGS, OR LOST REVENUES OF ANY KIND; LOST, CORRUPTED, 
MISDIRECTED, OR MISAPPROPRIATED DATA; NElWORI< DOWNTIME; INTERRUPTION OF BUSINESS ARISING OUT OF OR IN 
CONNECTION WITH PERFORMANCE OR NON-PERFORMANCE OF THE PRODUCTS OR USE BY CUSTOMER; CHARGES FOR 
COMMON CARRIER TELECOMMUNICATIONS SERVICES; COST OF COVER; OR CHARGES FOR FACILITIES ACCESSED 
THROUGH OR CONNECTED TO THE PRODUCTS ("TOLL FRAUD")). THE PREVIOUS SENTENCE APPLIES REGARDLESS OF 
WHETHER SELLER HAS BEEN ADVISED OF THE POSSIBILITY OF SUCH DAMAGES. 
8. NON-SOLICITATION OF EMPLOYMENT. 
(a) Seller shall not solicit for employment, either directly or indirectly, employees of Customer during the term of any Solution Summary, 
or for a period of twelve (12) months thereafter; provided, however. that Seller may hire employees of Customer if such employees initiate 
contact with Seller (e.g., a response to general employment advertisements of Seller). If Seller violates this provision, Seller will pay to 
Customer an amount equal to the amount of the total potential compensation for the first twelve (12) months for the employee of Customer 
that has been hired. Seller shall pay such amount to Customer on the date that is thirty (30) days after the employee accepts an offer of 
employment from Seller. 
(b} Customer shall not solicit for employment, either directly or indirectly, employees or subcontractors of Seller during the term of any 
Solution Summary, or for a period of twelve (12} months thereafter; provided, however, that Customer may hire employees or 
subcontractors of Seller if such employees or subcontractors initiate contact with Customer (e.g., a response to general employment 

jvertisements of Customer}. If Customer violates this provision, Customer will pay to Seller an amount equal to the amount of total 
..,otential compensation for the first twelve (12) months for the employee or subcontractor of Seller that has been hired. Customer shall 
pay such amount to Seller on the date that is thirty (30) days after the person accepts an offer of employment from Customer. 
9. AFFILIATE RIGHTS. 
(a) ConvergeOne. The Parties agree that any ConvergeOne Affiliate may sell Products. Professional Services. Managed Services. and/or 
Maintenance Services to Customer under the terms and provisions of this Agreement; provided, however. that only the ConvergeOne 
Affiliate that is the party to such sale is liable to Customer for the sale of such Products, Professional Services. Managed Services, and/or 
Maintenance Services. By signing a given Solution Summary for any such sale, the applicable ConvergeOne Affiliate and Customer 
agree that the terms and conditions of this Agreement will apply to such sale as if such ConvergeOne Affiliate were Seller under this 
Agreement, but only with respect to such sale. For purposes of this Agreement, "ConvergeOne Affiliate" means any corporation, 
partnership, or other entity that. directly or indirectly, controls (or is controlled by or is under common control with} Seller. 
(b) Customer. Seller agrees that Seller approved Affiliates (as that term is defined below) may purchase Products. Professional Services, 
Managed Services, and/or Maintenance Services under the terms and conditions of this Agreement by signing a Solution Summary 
referencing this Agreement. The terms of this Agreement will be incorporated by reference in any such Solution Summary as if this 
Agreement were separately executed by such Affiliate (and solely by such Affiliate) and the term "Customer" used herein will be deemed 
as applying to such Affiliate for the purposes of the Solution Summary. The applicable rights, obligations and liabilities of Customer under 
each Solution Summary executed by Customer will be solely those of Customer, and none of the Affiliates will be responsible for any 
obligations or liabilities of Customer under such Solution Summaries. The applicable rights, obligations and liabilities of an Affiliate 
executing a Solution Summary will be solely those of such Affiliate, and neither Customer nor any other Affiliate will be responsible for 
any obligations or liabilities of the Affiliate under the Solution Summary. Under no circumstances will Customer and any of the Affiliates 
be jointly or severally liable for the obligations of the others. "Affiliate(s}" means any entity that directly or indirectly controls, is controlled 
by, or is under common control or ownership with Customer. where "control" (including the terms "controlled by" and "under common 
control with") means the possession. directly or indirectly, of the power to direct, cause or influence the direction of the management 
policies of a person, whether through the ownership of voting securities. by contract, or otherwise. 
10. MISCELLANEOUS. 
(a) Merger. This Agreement constitutes the entire agreement between Seller and Customer with respect to the subject matter described 
herein, superseding all prior and contemporaneous correspondence between the Parties. 
{b} No Assignment. This Agreement shall not be assignable by either Party without the prior written consent of the other Party, which 
consent shall not be unreasonably withheld; provided, however, that in any assignment of this Agreement, both the assignor and the 
<issignee are jointly and severally liable under this Agreement for any outstanding obligations of the assignor that are due as of the date 

: the assignment. Notwithstanding the foregoing, Seller may assign all of its rights and delegate all of its obligations with respect to any 
... rder that relates to the performance of Professional Services and/or delivery of Products at any location that is outside of the United 
States of America to one or more third parties believed by Seller in good faith to be capable of providing such goods and services. 
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(c) Notices. All notices shall be in writing and shall be delivered in person or sent by facsimile or U.S. Mail, postage prepaid, to the 
address of the other Party as set forth in this Agreement or to such other address as a Party shall designate. 
(d) Acknowledgment and Authority. By execution hereof, the signers hereby certify that they have read this Agreement and these 
terms, understand them. and agree to all terms and provisions stated herein. In addition, Seller and Customer warrant to each other that 

~ch respective Party and its respective signatory have the full right, power, and authority to execute this Agreement. 
. ..:) Secrecy and Confidentiality. Each Party covenants and agrees on behalf of itself, its officers. directors, employees, and agents 
as follows: (i) all information obtained from a Party (including, but not limited to, customer lists, customer-sensitive information. business 
practices and operations, pricing and financial information, product plans and designs, and configurations and layouts) is secret. 
proprietary, and confidential; (ii) such information shall be neither disclosed to others nor used for any unauthorized purpose; and (iii) 
each Party shall use its best efforts to return such information to the other Party upon termination of this Agreement. This provision does 
not apply to such information that (a) was in the possession of a Party before disclosure to such Party by the other Party; (b) becomes a 
matter of public record through no fault of a Party; or (c) is released by or at the direction of the Party that originally disclosed such 
information to the other Party. 
(f) Waiver. If either Party fails to enforce any right or remedy available under the terms and provisions of this Agreement. such failure 
shall not be construed as a waiver of any right or remedy with respect to that breach or any other breach or failure by the other Party. 
Rather, any waiver of a Party's rights or remedies available under the terms and provisions of this Agreement must be in a writing that is 
signed by the Party against whom enforcement is sought. 
(g) Severability. In the event that any term or provision of this Agreement is held to be illegal, unenforceable, or invalid. the remaining 
terms and provisions hereof shall remain in full force and effect. 
(h) Survival of Terms. Notwithstanding any termination or expiration of this Agreement, all rights and remedies available to the Parties 
and all terms and provisions of this Agreement that are not performed or cannot be performed during the term of this Agreement shall 
survive the termination or expiration of this Agreement. 
(i) Governing Law. The laws of the jurisdiction where the Products. Professional Services, Managed Services, and/or Maintenance 
Services are to be provided (including, but not limited to, the Uniform Commercial Code as adopted in that jurisdiction) apply to all 
Products, Professional Services, Managed Services, and/or Maintenance Services provided under the terms and provisions of this 
Agreement. without reference to such jurisdiction's conflicts of law principles. 
U) Counterparts and Electronic Signature. This Agreement may be executed in two (2) or more counterparts, each of which will be 
deemed an original, but all of which taken together shall constitute one (1) and the same Agreement. The counterparts of this Agreement 
may be executed and delivered by facsimile or other electronic signature by one (1) Party to the other Party. The receiving Party may 
rely on the receipt of such document so executed and delivered by facsimile or other electronic means as if the original had been received. 

ARTICLE II -ADDITIONAL TERMS AND CONDITIONS SPECIFIC FOR PRODUCTS AND PROFESSIONAL SERVICES 

1. TITLE; RISK OF LOSS. Title, ownership, and risk of loss of hardware sold pursuant to the terms and provisions of this Agreement 
·~all pass to Customer upon delivery to Customer. Title and ownership of software delivered to Customer pursuant to the terms and 

,Jrovisions of this Agreement shall remain solely with its licensor. Risk of loss of software delivered to Customer pursuant to the terms 
and provisions of this Agreement shall pass to Customer upon delivery to Customer. 
2. SECURITY INTEREST. Seller reserves a purchase money security interest in and to the Products (together with the cost of any 
Professional Services related thereto) sold hereunder as security for performance of Customer's obligations. Seller may file the 
Agreement (together with any attachments thereto) to perfect such interest. 
3. WARRANTIES; DISCLAIMERS; SOFTWARE LICENSES. Seller represents and warrants that, immediately prior to the sate of a 
Product to Customer, Seller will be the lawful owner thereof, free and clear of any liens and encumbrances (other than those that may 
arise under the terms and provisions of this Agreement). In addition, Seller represents and warrants that Seller has the full right, power, 
and authority to sell, deliver, or provide the Product to Customer. 
(a) Product Warranties. Products are warranted to Customer either directly by the original equipment manufacturer ("OEM") or by 
Seller. 

1) Direct OEM Warranty. Customer receives the OEM's warranty in effect at the time of delivery with respect to hardware 
purchased and/or software licensed hereunder. Except for the warranties of title and rightful transfer, the OEM warranty is Customer's 
sole warranty with respect to such items. SELLER MAKES NO OTHER EXPRESS OR IMPLIED WARRANTIES WITH RESPECT TO 
OEM PRODUCTS. 

2) Indirect OEM Warranty. If Customer does not receive the Product warranty directly from the OEM, then Seller warrants the 
Products to Customer to the same extent and term as the OEM warrants the Products to Seller. Upon request, Seller will provide such 
warranty information to Customer. Except for the warranties of title and rightful transfer, the OEM warranty is Customer's sole warranty 
with respect to such items. SELLER MAKES NO OTHER EXPRESS OR IMPLIED WARRANTIES WITH RESPECT TO OEM 
PRODUCTS. 

3) Seller Warranty for Refurbished Products. 
i) Products refurbished by Seller are warranted for a term of one (1) year from either (i) the date of Product delivery if the Product 

is installed by Customer; or (ii) the date of Product installation if the Product is installed by Seller. 
ii) This warranty does not extend to Products or Product components that have had their serial numbers, date of manufacturing, 

or OEM labels removed. defaced. or altered, nor does this warranty cover any of the following: counterfeit parts; repair for damages to 
Products or Product components; or malfunctions caused by (i) misuse, neglect, power failures, power surges, lightning, fire, flood, or 
accident: (ii) use of products or facilities supplied by others: (iii) failure to follow installation, operation, or maintenance instructions; (iv) 
failure to permit remote access; or (v) force majeure conditions specified in Article I. Section 5 of this Attachment A. 
<b) Professional Services Warranty. Professional Services are warranted for thirty (30) days from the date on which such Professional 

arvices are completed. Professional Services will be performed in a good and workmanlike manner by qualified personnel. 
,.i) Warranty Procedures and Disclaimers. The terms and provisions of this Article II, Section 3(c) apply to all Products and 
Replacement Products provided hereunder. 
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1) If a Product or a Replacement Product does not conform to the Product warranty during the warranty period, Customer shall 
promptly notify Seller in writing of such non-conformance, which shall be stated in detail sufficient to describe both the problem and its 
symptoms. Seller or the OEM (as the case may be), at its option, will either (i) repair the Product so that the Product conforms to the 
Product warranty; or (ii} replace the Product with a Product that conforms to the Product warranty ("Replacement Product"}. Replacement 
·roducts are warranted as outlined above for the remainder of the original applicable Product warranty periQd. Replaced Products 
ecome the property of Seller. Seller will not charge Customer for the Replacement Product. Seller, however, may charge Customer for 

the time that is incurred to diagnose the problem and to repair or replace the Product, if the problem is not covered by the Product 
warranty. 

2) THE EXPRESS WARRANTIES HEREIN CONTAINED ARE IN LIEU OF ANY AND ALL OTHER WARRANTIES. EXPRESS OR 
IMPLIED, INCLUDING NON-INFRINGEMENT AND THE IMPLIED WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A 
PARTICULAR PURPOSE, ALL OF WHICH SELLER DISCLAIMS AND ARE EXCLUDED. SELLER DOES NOT WARRANT 
UNINTERRUPTED OR ERROR-FREE OPERATION OF THE PRODUCTS OR SERVICES PROVIDED HEREUNDER. SELLER DOES 
NOT WARRANT THAT THE PRODUCTS ARE IMMUNE FROM OR WILL PREVENT EITHER FRAUDULENT INTRUSION OR 
UNAUTHORIZED USE. SELLER WILL NOT BE RESPONSIBLE FOR UNAUTHORIZED USE (OR THE IMPACTS OF FOR SUCH USE) 
OF COMMON CARRIER SERVICES OR FACILITIES ACCESSED THROUGH OR CONNECTED TO THE PRODUCTS. UNLESS 
OTHERWISE AGREED IN THIS AGREEMENT, CUSTOMER IS SOLELY RESPONSIBLE FOR ENSURING THAT CUSTOMER'S 
NETWORKS AND SYSTEMS ARE ADEQUATELY SECURED AGAINST UNAUTHORIZED INTRUSION. 

3) If the Products are to be used either on or to support Telephony over Transmission Control Protocol/Internet Protocol (TCP/IP) 
facilities, Seller requires that a network assessment be performed prior to installation to determine network performance, reliability, and 
security. In the event that Customer either refuses to authorize a pre-installation network assessment or fails to follow Seller's reasonable 
recommendations after Seller performs the network assessment, and if performance problems are encountered and determined to be 
associated with network performance, reliability, or security issues, Customer shall be solely responsible for all costs associated with a 
post-installation network assessment and network reconfiguration. 
(d) Software Licenses. Customer agrees that it has read, understood, and will abide by the terms and provisions of the software 

license(s) pertinent to the Products provided hereunder. Such software licenses may be found on the Internet at 
http://convergeone.com/support/end-user-license-agreements-and-product-warranties/. Seller Software licenses, as identified in the 
pertinent Solution Summary, may be found in the Statement of Work corresponding to the pertinent Solution Summary. 
4. PROFESSIONAL SERVICES AND TIMING. Professional Services not specifically itemized are not provided. CUSTOMER IS 
SOLELY RESPONSIBLE FOR SYSTEM BACK-UP PRIOR TO COMMENCEMENT OF PROFESSIONAL SERVICES OR 
INSTALLATION OF A PRODUCT. 

ARTICLE Ill - ADDITIONAL TERMS AND CONDITIONS SPECIFIC FOR MANAGED SERVICES 

1. DEFINED TERMS OF ARTICLE Ill. 
1) "EULA" is an acronym used to refer to an End User License Agreement. 

,o) "Managed Products" are all hardware and/or software identified on a Master Agreement Rider or Solution Quote for which the 
Managed Services are to be provided. 
(c) "Managed Sites" are the locations specified on each pertinent Master Agreement Rider or Solution Quote. 
(d) "One Vision Services" means the proactive monitoring portion of the Managed Services. 
(e) "Rules" refers to the rules outlined in Article Ill, Section 5(b) of this Attachment A (Certain Rules and Limitations of Use). 
2. PROVISION AND SCOPE OF MANAGED SERVICES. 
(a) Order Form and Provision of Managed Services. Seller will provide the Managed Services for Managed Products at Managed 
Sites, as described further in each pertinent Solution Summary that references the Agreement. The Price set forth on the pertinent 
Solution Summary for Managed Services is based on the number of active Managed Products. Seller, at its discretion, will perform a 
true-up on a quarterly basis to reconcile future billing on any Managed Products that have been added (activated) or removed 
(deactivated) during the previous period. 
(b) Monitoring. Seller may electronically monitor Managed Products for the following purposes: (i) to perform and analyze diagnostics 
from a remote location and to take corrective actions, if necessary; (ii) to determine system configuration and applicable charges; (iii) to 
verify compliance with applicable software license terms and restrictions; {iv} to assess Customer needs for additional products and/or 
Managed Services; and (v) as otherwise provided in each pertinent Solution Summary. 
(c) General Limitations. Seller will not provide Managed Services for Managed Products that have been misused, used in breach of 
the terms and provisions of their respective license, improperly installed or configured, or that have had their serial numbers altered, 
defaced, or deleted. 
3. CUSTOMER RESPONSIBILITIES FOR MANAGED SERVICES. 
(a) Provision of Managed Products. Customer will provide all Managed Products and Managed Sites. Customer continuously 
represents and warrants that (i) Customer is either the owner of. or is authorized to access and use, each Managed Product and each 
Managed Site; and (ii) Seller and its suppliers and subcontractors are authorized to do the same to the extent necessary to provide the 
Managed Services in a timely manner. 
(b) Moves of Managed Products. When Customer seeks to move any Managed Products, Customer will notify Seller. Only Seller or 
its authorized agent may move Managed Products. Seller may charge additional amounts to recover any additional costs incurred by 
Seller in providing the Managed Services that result from the move of Managed Products by a party other than Seller or its authorized 
agent. 
(c) Identification Tags. Customer will not remove any identification tags or other markings from any Managed Product. 
1 TITLE AND RISK OF LOSS OF MANAGED PRODUCTS. Except for Products provided by Seller to Customer under the terms and 

:ovisions of this Agreement, title to the Managed Products will have passed to Customer pursuant to the terms and provisions of a 
.,eparate agreement under which Customer originally obtained the Managed Products. Customer will bear the risk of loss, theft, 
destruction. or damage to the Managed Products (each, a "Loss''), and Customer will promptly provide written notice to Seller of any Loss 
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that occurs. Customer, at its expense. will maintain insurance against Losses to the Managed Products for the full replacement value of 
the Managed Products. Upon Seller's request, Customer will provide Seller with evidence of this insurance. 
5. SOFTWARE LICENSE FOR MONITORING SOFTWARE INCLUDED IN MANAGED SERVICES. Customer understands that Seller 
may license software from a third party to provide the Managed Services for which Customer may have access to certain functionality. 
' ustomer may use such software in accordance with the terms and conditions of any end user license agreement accompanying such 
.)ftware, whether the terms and conditions of the end user license t,e in "shrinkwrap," "clickwrap," or some other form. 

6. TERM AND TERMINATION RIGHTS OF MANAGED SERVICES. 
(a) Managed Services Term. Unless a different term is specified on the pertinent Solution Summary, or in the Statement of Work 
corresponding to the pertinent Solution Summary, Seller will provide the applicable Managed Services for a term ("Managed Services 
Term") of one ( 1 ) year. 
(b) Termination Rights of Managed Services. 

1) For Convenience. Unless otherwise specified on the pertinent Solution Summary. or in the pertinent Statement of Work, 
Customer may terminate Managed Services, in whole or in part, upon providing Seller with thirty (30) days advance written notice; 
provided. however, that Customer shall be liable to Seller for the lesser amount due for Managed Services for (i) twelve (12) months; or 
(ii) the remainder of the Managed Services Term. 

2) For Cause. Either Party may terminate the pertinent Managed Services included in a Solution Summary without liability to the 
other Party by providing written notice to such other Party if such other Party (a) fails to cure any material breach of the terms and 
provisions of the Agreement or the pertinent Managed Services included in the pertinent Solution Summary within a thirty (30)-day period 
after it has received from the non-breaching Party a written notice that details the breach and requests that the breach be cured; or (b) 
becomes insolvent or insolvency proceedings are instituted against such other Party. 
7. MANAGED SERVICES WARRANTIES; DISCLAIMERS. 
(a) Managed Services Warranty. Seller represents and warrants to Customer that the Managed Services will be performed in a 
professional and workmanlike manner by qualified personnel and in accordance with the terms and provisions of the Agreement and the 
pertinent Solution Summary. If the Managed Services have not been so performed and if within thirty (30) days after the performance of 
the Managed Services Customer provides to Seller written notice of such non-compliance, then Seller, at its option, will re-perform the 
Managed Services, correct the deficiencies, or render a prorated refund based on the original charge for the deficient Managed Services. 
The warranty remedies expressly provided in this Section will be Customer's sole and exclusive remedies for breach of warranty claims 
only. 
(b) EXCEPT AS REFERENCED AND LIMITED IN THIS ARTICLE Ill, SECTION 7 OF ATTACHMENT A, NEITHER SELLER NOR ITS 
LICENSOR$ OR SUPPLIERS MAKE ANY OTHER EXPRESS OR IMPLIED REPRESENTATIONS OR WARRANTIES WITH RESPECT 
TO THE MANAGED SERVICES. IN PARTICULAR. THERE IS NO WARRANTY THAT ALL SECURITY THREATS AND 
VULNERABILITIES WILL BE DETECTED OR THAT THE MANAGED SERVICES WILL RENDER ANY PRODUCT SAFE FROM 
SECURITY BREACHES. TO THE MAXIMUM EXTENT PERMITTED BY APPLICABLE LAW. SELLER DISCLAIMS ALL OTHER 
EXPRESS, IMPLIED, AND STATUTORY WARRANTIES, INCLUDING, BUT NOT LIMITED TO, NON-INFRINGEMENT AND THE 

WLIED WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A PARTICULAR PURPOSE. 

ARTICLE IV-ADDITIONAL TERMS AND CONDITIONS SPECIFIC FOR MAINTENANCE SERVICES 

1. DEFINED TERMS OF ARTICLE IV. 
(a) "Added Products" are those additional Customer-acquired products of the same type and manufacturer(s) as the existing Supported 
Products. 
(b) "End of Support" occurs when the manufacturer declares a Supported Product "end of life," "end of service," "end of support," 
"manufacture discontinue," or any similar designation. 
(c) "Extended Support" is the limited set of Maintenance Services provided by Seller when certain Supported Products are subject to 
End of Support. 
(d) "Host" is a third party service provider. 
(e) "Maintained Products" means collectively, the Supported Products and the Supported Systems 
{f) "New Software" includes patches. Updates. or feature upgrades for Supported Products. 
(g) "Supported Products" are (1) all hardware and/or software identified on a Maintenance Services Order Form for which the 
Maintenance Services are to be provided; and (2) Added Products. 
(h) "Supported Sites" are the locations specified on a Maintenance Services Order Form or Statement of Work. 
(i) "Supported Systems" are the networks specified on a Maintenance Services Order Form, and/or a group of Supported Products. 
0) "Replacement Hardware" is hardware that Seller provides as part of the Maintenance Services. 
(k) "Vendor Management" are certain functions Seller performs to instruct third party vendors, or request products or services on 
Customer's behalf from third party vendors. under Customer's supply contracts with such third party vendors. 
2. PROVISION AND SCOPE OF MAINTENANCE SERVICES. 
(a) Order Form and Provision of Maintenance Services. Seller will provide the Maintenance Services for Supported Products or 
Supported Systems at Supported Sites. as described further in the Solution Summary. The Price set forth on the pertinent Solution 
Summary is based on the port and item counts provided to Seller. If the actual quantities of ports that are maintained at the inception of 
the Solution Summary vary by more than five percent (5%) from the port count provided to Seller, and/or there is a discovery of additional 
items. Seller reserves the right to adjust the Price on the pertinent Solution Summary to reflect the actual quantities being maintained. 
Seller, at its discretion, will perform a true-up on a quarterly basis to reconcile future billing on any items that have been added (activated) 
or removed (deactivated) during the previous period. 
'b) Title and Risk of Loss of Supported Products. Except for Products sold by Seller to Customer under the terms and provision of 

is Agreement, title to the Supported Products will have passed to Customer pursuant to the terms and provisions of a separate 
dgreement under which Customer originally obtained the Supported Products. Title to any Replacement Hardware (as defined in Article 
IV, Section 2(h) of this Attachment A) (if applicable) provided by Seller as part of the Maintenance Services will pass to Customer when 
installed. Customer bears the risk of loss, theft, destruction, or damage to the Supported Products (each. a "Loss"), and Customer will 
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promptly provide Seller with written notice of any Loss that occurs. Customer, at its expense, will maintain insurance against Losses to 
the Supported Products for the full replacement value of the Maintained Products. Upon the request of Seller. Customer will provide 
Seller with evidence of this insurance. 
(c) Monitoring. Seller may electronically monitor Maintained Products for the following purposes: {i) to perform and analyze diagnostics 

?ma remote location and to take corrective actions, if necessary; (ii) to determine system configuration and applicable charges; (iii) to 
drify compliance with applicable software license terms and restrictions; (iv) to assess Customer needs for additional products and/or 

Maintenance Services; and (v) as otherwise provided in the Statement of Work. 
(d) Error Correction. Some Maintenance Services options may include correction of Errors. An "Error" means a failure of a Supported 
Product to conform in all material respects to the manufacturer's specifications applicable when the Supported Product was originally 
purchased or originally licensed by Customer. 
(e) Help Line Support. Where the Maintenance Services include help line support, Seller will provide such help line support (e.g., 
service hours and target response intervals) in accordance with that which is indicated on the Solution Summary. 
(f) Updates. Where the Maintenance Services include the provision of Updates, Seller will make available to Customer such Updates 
as the manufacturer makes available to Seller. An "Update" is a change in software that typically provides maintenance correction only. 
An Update typically is designated as a change in the digit to the right of the second decimal point {e.g., n.y.[zl). Seller, at its option, will 
determine how to provide an Update (e.g., via a website, email, U.S. Mail, etc.). Updates may either be remotely installed by Seller (or 
its subcontractor) or delivered to Customer for installation by Customer. · 
(g) End of Support. The Seller may discontinue or limit the scope of Maintenance Services on a Supported Product for which the 
manufacturer has declared End of Support. If Maintenance Services are discontinued for a Supported Product, the Supported Product 
will be removed from the Solution Summary and the Price adjusted accordingly. For certain Supported Products subject to End of 
Support, Seller may continue to offer Extended Support. Where Seller chooses to provide such Extended Support, the description of 
such Extended Support, and the fees associated therewith. will be available at the time notice is sent by Seller to Customer. These 
notices will communicate information such as Extended Support eligibility. Extended Support alerts related to parts shortages, and end 
of Maintenance Services (including Extended Support) eligibility. 
(h) Replacement Hardware. Replacement Hardware may be new. factory reconditioned, refurbished, re-manufactured, or functionally 
equivalent. Replacement Hardware, if not new, will be warranted the same as new hardware and will be equivalent to new in its 
performance. Replacement Hardware will only be furnished on an exchange basis. Immediately upon Customer's receipt of Replacement 
Hardware, or installation of the Replacement Hardware by Seller, as applicable, the hardware being replaced by Seller will become the 
property of Seller. Seller represents and warrants that all Replacement Hardware will be free of defects in design, materials, and 
workmanship. In addition, if Seller is not the manufacturer of such Replacement Hardware, Seller will make available to Customer all 
warranties provided by the manufacturer for such Replacement Hardware. 
{i) Added Products. If Customer acquires Added Products and locates such Added Products with existing Supported Products at a 
Supported Site, the Added Products will automatically be added to the Solution Summary at the then current fees charged by Seller as 
of the date on which the Added Products are first co-located with the Supported Products and for the remainder of the Maintenance Term 

JS hereinafter defined). Added Products purchased from a party other than Seller are subject to certification by Seller at its then current 
Jertification rates. If an Added Product fails certification, Seller may choose not to add such Added Product as a Supported Product. 
U) General Limitations. Unless a Statement of Work provides otherwise. Seller will only provide Maintenance Services on software 
for (i) the unaltered current release of such software, and (ii) the prior release of such software. The following items are included in the 
Maintenance Services only if the Statement of Work specifically includes them: (i) support of user-defined applications; (ii) support of 
Supported Products that have been modified by a party other than Seller (except for installation of standard. self-installed Updates 
provided by the manufacturer): (iii) making corrections to user-defined reports; (iv) data recovery services; (v) services associated with 
relocation of Supported Products; (vi) correction of Errors arising from causes external to the Supported Products (such as power failures, 
power surges, or lightning strikes); (vii) Maintenance Services for Supported Products that have been misused, used in breach of the 
terms and provisions of their respective license, improperly installed or configured. or that have had their serial numbers altered, defaced, 
or deleted; and (viii) correction of Errors, the cause of which occurred prior to the commencement of Maintenance Services pursuant to 
the terms of the pertinent Solution Summary. 
3. CUSTOMER RESPONSIBILITIES FOR MAINTAINED PRODUCTS. 
(a) Provision of Supported Products and Supported Systems. Customer will provide all Supported Products, Supported Systems, 
and Supported Sites. Customer continuously represents and warrants that (i) Customer is either the owner of, or is authorized to access 
and use, each Supported Product, each Supported System. and each Supported Site; and (ii) Seller and its suppliers and subcontractors 
are authorized to do the same to the extent necessary to provide the Maintenance Services in a timely manner. 
{b) Moves of Supported Products. When Customer seeks to move any Supported Product, Customer will notify Seller. Only Seller 
or its authorized agent may move Supported Products. Seller may charge additional amounts to recover any additional costs incurred in 
providing the Maintenance Services that result from the move of Supported Products by a party other than Seller or its authorized agent. 
(c) Identification of Maintained Products. Customer will not remove any identification tags or other markings from any Maintained 
Product. 
(d) Vendor Management Authorization. Where Seller is to perform Vendor Management functions, Customer will provide Seller with 
a letter of agency or similar document, in a form that is reasonably satisfactory to Seller, that authorizes Seller to perform the Vendor 
Management. Where the third party vendor's consent is required for Seller to be able to perform the Vendor Management in a timely 
manner, Customer will obtain the written consent of the third party vendor and will provide Seller with a copy of such written consent. 
(e) Third Party Hosting. For Maintenance Services that include monitoring. in the event that one (1) or more network address(es) to 
be monitored by Seller are associated with systems owned, managed, and/or hosted by a Host. Customer will (i) notify Seller of the Host 
prior to commencement of the Maintenance Services; (ii) obtain Host's advance written consent for Seller to perform the Maintenance 
<:;ervices on Host's computer systems and provide to Seller a copy of such written consent: and (iii) facilitate necessary communications 

~tween Seller and Host in connection with the Maintenance Services. 
... SOFTWARE LICENSES OF MAINTAINED PRODUCTS. Where the Maintenance Services include providing New Software, the 
New Software will be provided subject to the license grant and restrictions contained in the original agreement under which Customer 
licensed the original software for which the New Software is provided. Where there is no existing license for the original software, New 
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Software will be provided subject to the current license terms and restrictions of the manufacturer for the New Software. New Software 
may include components provided by third party suppliers that are subject to their own end user license agreements. Customer may 
install and use these components in accordance with the terms and conditions of the end user license agreement accompanying such 
components. whether the terms and conditions of the end user license are in "shrinkwrap," "clickwrap.'' or some other form. 

TERM AND TERMINATION RIGHTS OF MAINTENANCE SERVICES. 
·J) Maintenance Services Term. Unless a different term is specified on the pertinent Solution Summary, Seller will provide the 

applicable Maintenance Services for a term ("Maintenance Term") of one (1) year. Following the expiration of the Maintenance Term. 
Maintenance Services will automatically renew for successive one (1) year periods (each a "Maintenance Renewal Term") at the Price 
set forth in the pertinent Solution Summary for each respective Supported Product. unless, at least thirty (30) days prior to the expiration 
of the Maintenance Term or the applicable Maintenance Renewal Term, Customer or Seller provides the other with written notice of its 
intent not to renew. 
(b) Termination Rights of Maintenance Services. 

1) For Convenience. Unless otherwise specified on the pertinent Solution Summary. Customer may terminate Maintenance 
Services, in whole or in part, upon providing Seller with thirty (30) days advance written notice; provided. however. that Customer shall 
be liable to Seller for the lesser amount due for Maintenance Services for (i) twelve (12) months; or (ii) the remainder of the Maintenance 
Term or the applicable Maintenance Renewal Term. 

2) For Cause. Either Party may terminate the pertinent Maintenance Services included in a Solution Summary without liability to 
the other Party by providing written notice to such other Party if such other Party (a) fails to cure any material breach of the terms and 
provisions of the Agreement or the pertinent Maintenance Services included in the pertinent Solution Summary within a thirty (30)-day 
period after it has received from the non-breaching Party a written notice that details the breach and requests that the breach be cured: 
or (b} becomes insolvent, or insolvency proceedings are instituted against such other Party. 
6. MAINTENANCE SERVICES WARRANTIES; DISCLAIMERS. 
(a} Maintenance Services Warranty. Seller represents and warrants to Customer that the Maintenance Services will be performed in 
a professional and workmanlike manner by qualified personnel and in accordance with the terms and provisions of the Agreement and 
the pertinent Solution Summary. If the Maintenance Services have not been so performed, and if within thirty (30) days after the 
performance of the Maintenance Services Customer provides Seller with a written notice of such non-compliance, then Seller, at its 
option. will re-perform the Maintenance Services. correct the deficiencies, or render a prorated refund based on the original Price for the 
deficient Maintenance Services. The warranty remedies expressly provided in this Article IV, Section 6 of Attachment A will be Customer's 
sole and exclusive remedies for breach of warranty claims only. 
(b} EXCEPT AS REFERENCED AND LIMITED IN THIS ARTICLE IV, SECTION 6 OF ATTACHMENT A, NEITHER SELLER NOR ITS 
LICENSORS OR SUPPLIERS MAKE ANY OTHER EXPRESS OR IMPLIED REPRESENTATIONS OR WARRANTIES WITH RESPECT 
TO THE MAINTENANCE SERVICES. IN PARTICULAR. THERE IS NO WARRANTY THAT ALL SECURITY THREATS AND 
VULNERABILITIES WILL BE DETECTED OR THAT THE MAINTENANCE SERVICES WILL RENDER A SUPPORTED PRODUCT OR 
SUPPORTED SYSTEM SAFE FROM SECURITY BREACHES. TO THE MAXIMUM EXTENT PERMITTED BY APPLICABLE LAW, 

ELLER DISCLAIMS ALL OTHER EXPRESS. IMPLIED, AND STATUTORY WARRANTIES, INCLUDING, BUT NOT LIMITED TO, NON­
. ,~FRINGEMENT AND THE IMPLIED WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A PARTICULAR PURPOSE. 
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Converge One 

Date: 

Hosted Cloud Services 
Agreement Number 

Hosted Cloud Services Agreement 

SELLER: ConvergeOne, Inc. 
3344 Dodd Road 
Eagan, MN 55121 
{800) 431-1333 

CUSTOMER: 

This HOSTED CLOUD SERVICES AGREEMENT ("Agreement") is made and entered into on the date indicated above 
("Effective Date'') by and between Seller and Customer. Seller and Customer are each a "Party" to this Agreement and 
may collectively be referred to as the "Parties." 

In consideration of the mutual undertakings herein contained, the Parties agree as follows: 

1. This Agreement shall apply to: 

A) "Datacenter Infrastructure," means the datacenter infrastructure as described on a Statement of Work 
("Statement of Work", "Scope of Work", or "SOW"), owned by Seller, access to which is to be supplied to 
Customer by Seller as a hosted cloud service for Customer's use; 

B) "Telecom Services" means the telecom services ordered by Customer from Seller to reside on the Datacenter 
Infrastructure provided on the basis of the quantity and type of user and described in detail on a SOW. 
Additional users may be added or removed in accordance with the terms of the SOW. Monthly billing will be 
calculated as the sum of Total Monthly User Fees or the Total Minimum Monthly Fees, whichever is greater, 
and will be calculated in arrears after each month of service through the end of the Term of this Agreement; and 

C) "Maintenance Services" means the maintenance services required to maintain and service the Datacenter 
Infrastructure and described in detail in an SOW. 

Seller's provision of access to the Datacenter Infrastructure, along with Seller's provision of the Telecom Services, 
Maintenance Services, and any other professional services ("Professional Services") that relate to the Datacenter 
Infrastructure as outlined in the pertinent SOW, shall collectively be referred to as the "Services" or "Hosted Cloud 
Services". 

In the event of a conflict between the terms and provisions of the SOW and the terms and provisions of this 
Agreement, the terms and provisions of this Agreement will control. Seller will provide the Services to Customer at 
times upon which Customer and Seller agree. Customer agrees to evaluate the Datacenter Infrastructure and 
Services to determine if they are complete and in compliance to service requirements. The Services will be deemed 
irrevocably accepted by Customer upon the delivery by Seller. 

2. Customer may issue to Seller a purchase order to order the Services from Seller, but no terms or provisions of the 
purchase order shall apply. Rather. only the terms and provisions of this Agreement and the applicable SOW shall 
apply to the Services. If Customer submits a purchase order to order the Services hereunder, the purchase order 
must contain the following language: "THE TERMS AND PROVISIONS OF THE HOSTED CLOUD SERVICES 
AGREEMENT DATED [INSERT DATE] BY AND BETWEEN CONVERGEONE, INC. AND [INSERT CUSTOMER 
NAME] APPLY TO THIS PURCHASE ORDER.'' 
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3. FEES. The price to be charged per user type for the Services ("Total Monthly User Fees") shall be specified on the 
SOW. The greater of the Total Monthly User Fees or Total Minimum Monthly Fees shall be paid to Seller or its 
assignee in installments as specified in the SOW. Customer shall pay to Seller or its assignee the greater of the 
Total Monthly Users Fees or Total Minimum Monthly Fees. together with any other itemized charges, taxes. and costs 
(collectively the "Amount Due"), in the manner described in the SOW. The currency to be used for payment of the 
Amount Due is the United States Dollar. If any fee or other amount payable to Seller or its assignee is not paid within 
1 O days of its due date, Customer shall, to the extent permitted by law, pay on demand, as a late charge, an amount 
equal to the greater of $25.00 or 5% of the amount then due for each 30 days or portion thereof that said overdue 
payments are not made (but in no event to exceed the highest late charge permitted by applicable law). 

4. INVOICING AND PAYMENT. Seller or its assignee will invoice Customer the greater of the Total Monthly User Fees 
or Minimum Monthly Fees and any other amounts due under this Agreement, on a monthly basis in arrears, unless 
the applicable SOW provides otherwise. For payments due in arrears, payment is due thirty (30) days after the 
invoice date. Customer will pay all bank charges, taxes, duties, levies, and other costs and commissions associated 
with any wire transfer or other means of payment. Customer is not responsible for any income tax assessed on the 
net income of Seller or its assignee. 

5. CUSTOMER RESPONSIBILITIES. 

5.1. General. Customer will cooperate with Seller as reasonably necessary for Seller's performance of its obligations 
under this Agreement. including but not limited to: (i) providing Seller with full, free, and safe access to 
Customer's facilities; (ii) providing telephone numbers, network addresses. and passwords necessary for remote 
access; and (iii) providing interface information and necessary third party consents and licenses. The foregoing 
three (3) items will be provided by Customer at Customer's expense. If Seller provides an Update or other new 
release of software as part of the Telecom Services or Maintenance Services. Customer will implement it 
promptly. Customer agrees to fulfill its responsibilities listed in this Agreement and in the applicable SOW. Seller 
will be relieved of its responsibilities to provide the Services and will incur no liability to Customer, or any third 
party, to the extent Seller's responsibilities are adversely impacted by, or any liability arises as a result of, 
Customer's failure to fulfill its responsibilities, in whole or in part, under this Agreement and/or the applicable 
sow. 

5.2. 91 1 Acknowledgement and Acceptable Use Policy. Customer acknowledges, agrees and will comply with the 911 
Acknowledgement attached as Exhibit 1 and the Acceptable Use Policy attached as Exhibit 2. 

5.3. Vendor Management. If as part of the Services Seller is to instruct or request products or services on Customer's 
behalf from third party vendors under Customer's supply contracts with the third party vendors ("Vendor 
Management"), Customer will provide Seller with a letter of agency or similar document, in a form that is 
reasonably satisfactory to Seller, that authorizes Seller to perform the Vendor Management. Where the third 
party vendor's consent is required for Seller to be able to perform the Vendor Management in a timely manner, 
Customer will obtain the written consent of the third party vendor and will provide Seller with a copy of such 
written consent. 

5.4. Third Party Hosting. For Telecom Services and Maintenance Services that include monitoring, if one (1) or more 
network address(es) to be monitored by Seller are associated with systems owned, managed, and/or hosted by a 
third party service provider ("Host"), Customer will (i) notify Seller of the Host prior to commencement of the 
Telecom Services and Maintenance Services; (ii) obtain Host's advance written consent for Seller to perform the 
Telecom Services and Maintenance Services on Host's computer systems on the form provided by Seller, and 
will provide Seller with a copy of such signed consent; and (iii) facilitate necessary communications between 
Seller and Host in connection with the Telecom Services and Maintenance Services. 

5.5. No Access to Personally Identifiable Information. Each Party acknowledges that with respect to Seller's 
performance of the Telecom Services and Maintenance Services. such Telecom Services and Maintenance 
Services do not involve or in any way require access by Seller to Personally Identifiable Information (for purposes 
of this Section 5.5, "Personally Identifiable Information" means information that would enable the identification of 
an individual including, without limitation, information governed by any applicable privacy or data protection law, 
statute or regulation). If, in the future, Customer requests Telecom Services or Maintenance Services that 
require Seller to have access to Personally Identifiable Information, those additional Telecom Services and/or 
Maintenance Services, and the security requirements associated with the access to the Personally Identifiable 
Information in order to perform those additional Telecom Services and/or Maintenance Services, shall be subject 
to a separate written agreement between the Customer and Seller. Customer shall not provide Personally 
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Identifiable Information to Seller in connection with the Services unless the Parties have entered into a separate 
written agreement with appropriate data security requirements to protect such information. 

5.6. Customer Coordinator. Customer shall designate a coordinator at Customer's site ("Coordinator") with the 
knowledge and authority to make decisions with respect to all of Customer's operations in order for Seller to 
meet its obligations hereunder. 

5.7. Testing Data. Customer shall make available such data as is necessary to adequately test the Datacenter 
Infrastructure and Telecom Service(s). 

5.8. Services are provided to Customer for business use only. Customer may not use the Services for any personal, 
residential. non-business and/or non-professional purpose. Customer may not to resell or transfer the Services to 
any other person for any purpose or make any charge for the use of the Services. without express. prior written 
permission from Seller. If Seller determines in its sole discretion that Customer is using the Services for non­
business and/or non-commercial purposes, Seller reserves the right to immediately terminate the Services, 
change the calling plan. or otherwise modify the Services. 

5.9. Customer shall not: (a) copy or adapt the Services and/or associated Software for any purpose, except as 
specifically permitted under this Agreement; (b) use the Services and/or associated Software except in 
accordance with all applicable laws and regulations. and except as set forth in the Documentation; (c) reverse 
engineer, translate, decompile, or disassemble the Services and/or associated Software; (d) use the Services 
and/or associated Software in any outsourcing arrangement. application service provider arrangement, time­
sharing arrangement, or service bureau arrangement. including, without limitation, to provide services or process 
data for the benefit of, or on behalf of. any third party other than the Customer; or (e) cause or permit the 
disabling or circumvention of any security mechanism contained in or associated with the Services and/or 
associated Software. For the avoidance of doubt, Customer acknowledges and agrees that Customer shall not 
use the Services for any fraudulent, illegal, or disruptive activities. 

5 .10 Customer acknowledges that Customer is responsible for all use( s) related to Customer's account. Customer 
assumes full responsibility for the actions of any individual that uses the Services via Customer's account, 
regardless of whether such use was done with or without Customer permission. Customer acknowledges that the 
Internet is not a totally secure network, and that third parties may be able to intercept, access, use or corrupt the 
information and/or telephone calls Customer transmits over the Internet. In order to maintain the security of 
Services, Customer must safeguard User IDs and Passwords, as well as the media access control (MAC) 
address of any equipment used to access Seller Services. Customer further acknowledges that the MAC address 
is information used by Seller to authenticate Customer calls, and therefore may not be shared by Customer. 

6. CONFIDENTIAL INFORMATION. "Confidential Information" means either Party's business and/or technical 
information (including, but not limited to, information concerning any pricing and discounts), information concerning 
employees, and all other non-public information and data related to such Party, regardless of whether such 
information is in tangible, electronic, or other form. Confidential Information does not include materials or information 
that (i) is generally known by third parties as a result of no act or omission of the receiving Party; (ii) subsequent to its 
disclosure, it was lawfully received from a third party having the right to disseminate the information without restriction 
on disclosure; (iii) was already known by the receiving Party prior to receiving it from the other Party and it was not 
received from a third party in breach of that third party's obligations of confidentiality; (iv) was independently 
developed by the receiving Party without use of Confidential Information of the disclosing Party; or (v) is required to be 
disclosed by court order or other lawful government action, but only to the extent ordered, and provided that the 
receiving Party promptly provides to the disclosing Party written notice of the pending disclosure to the extent 
permissible under applicable law so that the disclosing Party may attempt to obtain a protective order. In the event of 
a potential disclosure pursuant to subsection (v) above, the receiving Party will provide reasonable assistance to the 
disclosing Party where the disclosing Party attempts to obtain a protective order. Each Party will protect the 
confidentiality of all Confidential Information received from the other Party with the same degree of care as it uses to 
protect its own Confidential Information, but in no event with less than a reasonable degree of care. Except as 
permitted in this Section or for the purpose of performing its obligations under the terms and provisions of this 
Agreement, neither Party will use or disclose the other Party's Confidential Information. The confidentiality obligations 
of each Party will survive the expiration or termination of this Agreement. Upon the expiration or termination of this 
Agreement, each Party will cease all use of the other Party's Confidential Information and will promptly return (or, at 
the other Party's request, destroy) all Confidential Information in tangible form and all copies of Confidential 
Information in that Party's possession or under its control. In addition, each Party will destroy all copies of the other 
Party's Confidential Information that it has on its computers. disks. and other digital storage devices. Upon request, a 
Party will certify in writing its compliance with the terms and provisions of this Section. 
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7. FEEDBACK. If Customer provides Seller with any feedback, improvements or other suggestions regarding the 
Services ("Feedback"), Customer hereby agrees that Seller has the right to use and fully exploit such Feedback and 
related information in any manner it deems appropriate. Seller will treat any Feedback it receives from Customer as 
non-confidential and non-proprietary. Customer agrees that it will not submit to Seller any information or ideas that it 
considers to be confidential or proprietary. 

8. TERM AND TERMINATION. 

8.1. Term and Termination. Unless otherwise specified in the applicable SOW, the Agreement will commence as of 
the Effective Date and continue for as long as there are any active S0Ws, unless otherwise terminated earlier as 
provided herein (the "Term"). Unless otherwise specified in the applicable SOW, Customer may terminate 
Services, in whole, upon providing to Seller thirty (30) days advance written notice; provided, however, that 
Customer shall be liable for the Termination Amount described below. Seller may terminate this Agreement by 
providing written notice to Customer if an Event of Default (as defined in Section 14 below) occurs. 

8.2. Termination for Cause. Either Party may terminate this Agreement by giving written notice of termination (i) in the 
event of a material breach of this Agreement which is not substantially cured within sixty (60) days after written 
notice is given to the breaching Party specifying the breach; or (ii) in the event of (A) the liquidation or insolvency 
of a Party; (B) the appointment of a receiver or similar officer for a Party; {C) an assignment by a Party to its 
creditors of all or substantially all of its assets; or (D) the filing of a meritorious petition in bankruptcy by or against 
a Party under any bankruptcy or debtors' law for its relief or reorganization. 

8.3. Termination Amount. Upon any termination of the applicable SOW, Customer shall promptly pay Seller the 
remaining unpaid Total Minimum Monthly Fees under such SOW (the "Termination Amount") for the original 
Initial Term. 

8.4. Effect of Termination. Termination of this Agreement or any SOW shall not limit the right of either Party to pursue 
other remedies available to it, including injunctive relief. If the Agreement ends, Customer and Vendor shall work 
in good faith to develop a mutually agreed upon transition schedule and fee schedule for up to ninety {90) days to 
support moving the Telecom Services and Maintenance Services in-house or to alternative service provider(s). 

REPRESENTATIONS AND WARRANTIES. Seller represents and warrants to Customer that the Telecom Services 
and Maintenance Services will be performed in a professional and workmanlike manner by qualified personnel. If the 
Telecom Services or Maintenance Services have not been so performed and if within thirty (30) days after the 
performance of the applicable Telecom Service or Maintenance Service Customer provides to Seller written notice of 
such non-compliance, then Seller, at its option. will re-perform such Telecom Service or Maintenance Service, correct 
the deficiencies, or render a prorated refund based on the original charge for the deficient Telecom Service or 
Maintenance Service. 

The warranty remedies expressly provided in this Section will be Seller's sole liability and Customer's sole and 
exclusive remedies for breach of the foregoing warranty. EXCEPT FOR THE EXPRESS WARRANTY IN THIS 
SECTION 9, SELLER NOR ITS LICENSORS, ASSIGNEE, OR SUPPLIERS MAKE ANY OTHER EXPRESS OR 
IMPLIED REPRESENTATIONS OR WARRANTIES WITH RESPECT TO THE DATACENTER INFRASTRUCTURE 
OR THE TELECOM SERVICES OR MAINTENANCE SERVICES. IN PARTICULAR, THERE IS NO WARRANTY 
THAT {i) ANY SERVICE WILL MEET ANY PARTICULAR REQUIREMENTS; (ii) ANY SERVICE WILL BE 
UNINTERRUPTED, TIMELY, SECURE. OR ERROR-FREE; (iii) ALL SECURITY THREATS ANO VULNERABILITIES 
WILL BE DETECTED; OR (iv) THE TELECOM SERVICES OR MAINTENANCE SERVICES WILL RENDER ANY 
PRODUCT OR DATACENTER INFRASTRUCTURE SAFE FROM SECURITY BREACHES. TO THE MAXIMUM 
EXTENT PERMITTED BY APPLICABLE LAW, SELLER DISCLAIMS ALL OTHER EXPRESS, IMPLIED, AND 
STATUTORY WARRANTIES, INCLUDING, BUT NOT LIMITED TO, NON-INFRINGEMENT AND THE IMPLIED 
WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A PARTICULAR PURPOSE. 

10. LIMITATION OF LIABILITY. IN NO EVENT WILL EITHER PARTY OR ITS RESPECTIVE LICENSORS, OR 
SUPPLIERS OR SELLER'S ASSIGNEE, HAVE ANY LIABILITY FOR ANY INCIDENTAL, SPECIAL, STATUTORY, 
INDIRECT, OR CONSEQUENTIAL DAMAGES (INCLUDING, BUT NOT LIMITED TO, LOST PROFITS, LOST 
SAVINGS, OR LOST REVENUES OF ANY KIND; LOST, CORRUPTED, MISDIRECTED, OR MISAPPROPRIATED 
DATA; CHARGES FOR COMMON CARRIER TELECOMMUNICATIONS SERVICES; CHARGES FOR FACILITIES 
ACCESSED THROUGH OR CONNECTED TO THE PRODUCTS THAT THE TELECOM SERVICES ARE 
PERFORMED ON ("TOLL FRAUD''); NETWORK DOWNTIME; INTERRUPTION OF BUSINESS ARISING OUT OF 
OR IN CONNECTION WITH PERFORMANCE OR NON-PERFORMANCE OF THE PRODUCTS THAT THE 
TELECOM SERVICES ARE PERFORMED ON OR USE BY CUSTOMER; OR COST OF COVER). 
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EACH PARTY'S TOTAL, CUMULATIVE LIABILITY FOR ANY AND ALL CLAIMS ARISING OUT OF OR IN 
CONNECTION WITH THIS AGREEMENT AND A GIVEN SOW WILL NOT EXCEED THE TOTAL AMOUNT OF THE 
SUM OF THE FEES PAID AND PAYABLE UNDER THE APPLICABLE SOW IN THE TWELVE (12) MONTHS 
IMMEDIATELY PRECEEDING THE EVENT GIVING RISE TO THE CLAIM. THE LIMITATIONS OF LIABILITY IN 
THIS SECTION WILL APPLY TO ANY DAMAGES, HOWEVER CAUSED, ON ANY THEORY OF LIABILITY 
(WHETHER IN CONTRACT, TORT, OR OTHERWISE), AND REGARDLESS OF WHETHER (1) EITHER PARTY 
HAS BEEN ADVISED OF THE POSSIBILITY OF SUCH DAMAGES; OR (2) THE LIMITED REMEDIES AVAILABLE 
TO THE PARTIES FAIL OF THEIR ESSENTIAL PURPOSE. THE LIMITATIONS OF LIABILITY PROVISIONS IN 
THIS SECTION ALSO WILL APPLY TO ANY LIABILITY OF OWNERS, DIRECTORS. OFFICERS, EMPLOYEES, 
AGENTS, SUPPLIERS, AND AFFILIATES. THE LIMITATIONS OF LIABILITY PROVISIONS IN THIS SECTION, 
HOWEVER, WILL NOT APPLY IN CASES OF INTENTIONAL (WILLFUL) MISCONDUCT OR GROSS 
NEGLIGENCE, PERSONAL INJURY OR DEATH, OR DAMAGES TO PROPERTY. 

11. DISPUTE RESOLUTION If a dispute arises that cannot be resolved by the personnel directly involved, the dispute 
shall be referred jointly to the responsible area senior management for Seller and Customer. The senior management 
shall exercise good faith efforts to settle the dispute within thirty {30) days (or an extended period, if they so agree). In 
the event that the dispute is not resolved within such a period, the Parties reserve the right to seek other relief as the 
Party deems appropriate. 

12. NON-SOLICITATION OF EMPLOYMENT. 

12.1 . Seller agrees that it will not solicit for employment, or employ directly or indirectly, Customer's personnel 
during the term of this Agreement or for a period of twelve (12) months thereafter; provided, however, that Seller 
may hire Customer's personnel if Customer's personnel initiate contact with Seller (e.g., a response to Seller's 
general recruiting initiatives). If Seller violates this provision, Seller will pay to Customer an amount equal to the 
amount of the total potential compensation for the first twelve (12} months for the Customer employee that has 
been hired. Seller shall pay such amount to Customer on the date that is thirty (30) days after the person 
accepts Seller's offer of employment. 

12.2. Customer agrees that it will not solicit for employment, or employ directly or indirectly, Seller's personnel 
during the term of this Agreement or for a period of twelve (12) months thereafter; provided, however, that 
Customer may hire Seller's personnel if Seller's personnel initiate contact with Customer (e.g., a response to 
Customer's general recruiting initiatives). If Customer violates this provision, Customer will pay to Seller an 
amount equal to the amount of total potential compensation for the first twelve {12) months for the Seller 
employee that has been hired. Customer shall pay such amount to Seller on the date that is thirty (30} days after 
the person accepts Customer's offer of employment. 

13. NETWORK QUALITY ASSURANCE REVIEW 

13.1. Network Quality Assurance Assessment. Seller intends to implement the VoIP solution set forth in the 
applicable SOW on a network that meets such VoiP solution's minimum requirements for quality voice ("Minimum 
Network Requirements"). Customer represents and warrants that Customer's network meets the Minimum 
Network Requirements. Seller can assist Customer in determining whether its current networking architecture 
and design meet the Minimum Network Requirements through a review of Customer's existing network topology 
and hardware infrastructure {"Network Quality Assurance Assessment''). If Customer elects to forego the 
Network Quality Assurance Assessment, Customer hereby expressly agrees that: ( 1) if Seller discovers that 
Customer's network does not meet the Minimum Network Requirements, Seller will delay the integration of such 
VoIP solution until Customer resolves the network-related issues. under which Seller will offer support to resolve 
the issues through T&M (time and materials) billing; (2) if performance problems are encountered during the 
implementation and are determined to be associated with network performance, network reliability or any 
network security issues, Customer is solely responsible for all costs associated with any subsequent network 
assessments and reconfigurations needed; and (3) if the VoiP solution provider determines that maintenance 
issues exist because Customer's network does not meet the Minimum Network Requirements, such provider will 
suspend the maintenance resolution process until Customer either resolves the network-related issues or 
accepts T&M billing for such provider to continue the maintenance resolution process. 

13.2. Waiver. If Customer elects to forego the Network Quality Assurance Assessment, Customer assumes any 
implementation and/or maintenance risks associated with such VoIP solution and waives any and all claims 
arising out of or in connection with such VoIP solution. 
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14. EVENTS OF DEFAULT. 

14.1. Events of default ("Events of Default") under this Agreement shall include, but not be limited to. the 
following: 

14.1.1. Customer fails to pay any Total Monthly User Fee or any other amount payable to Seller under this 
Agreement within ten (10} days after its due date; or 

14.1.2. Customer fails to perform or observe any other representation, warranty, covenant, condition or 
agreement to be performed or observed by Customer under this Agreement, and Customer fails to cure any 
such breach within thirty (30) days after notice thereof; or 

14.1.3. any representation or warranty made by Customer under this Agreement, or in any other instrument 
provided to Seller by Customer proves to be incorrect in any material respect when made; or 

14.1.4. Customer makes an assignment for the benefit of creditors, whether voluntary or involuntary; or 

14.1.5. a proceeding under any bankruptcy, reorganization. arrangement of debts, insolvency or receivership law 
is filed by or against Customer or Customer takes any action to authorize any of the foregoing matters; or 

14.1.6. Customer becomes insolvent or fails generally to pay its debts as they become due. or Customer seeks 
to effectuate a bulk of sale of Customer's inventory or assets; or 

14.1.7. Customer voluntarily or involuntarily dissolves or is dissolved. 

14.2. If an Event of Default occurs, Seller or its assignee may. in its sole discretion, exercise one or more of the 
following remedies: 

14.2.1. terminate this Agreement; 

14.2.2. declare the Termination Amount (as calculated by Seller or its assignee as of the date of the Event of 
Default} due and payable as liquidated damages for loss of a bargain and not as a penalty and in lieu of any 
further Total Monthly User Fees under this Agreement; 

14.2.3. proceed by court action to enforce performance by Customer of obligations under this Agreement and/or 
to recover all damages and expenses incurred by Seller or its assignee by reason of any Event of Default; 

14.2.4. terminate any other agreement that Seller or its assignee may have with Customer; or 

14.2.5. exercise any other right or remedy available to Seller and its assignee at law or in equity. 

These remedies are cumulative of every other right or remedy given hereunder or now or hereafter existing at law or 
in equity or by statute or otherwise, and may be enforced concurrently therewith or from time to time. Customer will 
reimburse Seller and/or its assignee for all costs of collection, including but not limited to reasonable attorneys fees, 
incurred by Seller and/or its assignee in any action to enforce its rights under this Agreement. 

15. RENEWAL OF SOW TERMS. 

Customer must give Seller or its assignee prior written notice of at least ninety (90) days before the end of the Initial 
Term of the applicable SOW that Customer will either renew such SOW or discontinue the applicable Services. If 
Customer does not give Seller or its assignee such written notice, such SOW will automatically renew for an additional 
twelve (12) months and thereafter for successive one month terms (each a "Renewal Term") unless and until 
Customer gives Seller or its assignee 30 days' notice of its intent to terminate the applicable SOW. Each month 
during such Renewal Term(s) the Total Monthly User Fee will remain the same. Seller or its assignee may cancel an 
automatic Renewal Term by sending Customer ten (10) days' prior written notice. 

16. SERVICES AND TIMING. 

Seller will use commercially reasonable efforts to provide the Services in accordance with the Service Level 
Objectives set forth in the applicable SOW. Seller's sole liability and Customer's exclusive remedy for any failure of 
the Services to conform to the Service Level Objectives is the Performance Credits set forth in the applicable SOW. 
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Services not specifically itemized in a SOW are not required to be provided. CUSTOMER IS SOLELY 
RESPONSIBLE FOR SYSTEM BACK-UP PRIOR TO COMMENCEMENT OF SERVICES. 

17. MISCELLANEOUS. 

17 .1. Merger - This Agreement and the applicable SOWs constitute the entire agreement between Seifer and 
Customer with respect to the subject matter described herein, superseding all prior and contemporaneous 
correspondence and understandings between the Parties, whether written or verbal. No provision of this 
Agreement or any SOW shall be deemed waived, amended, or modified by either Party unless such waiver, 
amendment. or modification is in a writing that is signed by the Party against whom enforcement is sought. This 
Agreement shall be governed by the laws of Minnesota. 

17.2. Assignment - This Agreement shall not be assignable by either Party without the prior written consent of 
the other Party, which consent shall not be unreasonably withheld; provided, however, that either Party may 
assign this Agreement, without the prior written consent of the other Party, to an affiliate or in connection with a 
merger, corporate reorganization, change of control or similar transaction, or a sale of all or substantially all of its 
assets. Both the assignor and the assignee are jointly and severally liable under this Agreement for any 
outstanding obligations of the assignor that are due as of the date of the assignment. 

17.3. Notices - All notices issued under the terms and provisions of this Agreement shall be in writing and shall 
be delivered in person, sent by facsimile, sent by overnight courier, or sent by certified U.S. Mail, postage 
prepaid, to the address of the other Party as set forth in this Agreement or to such other address as a Party shall 
designate by like notice. In addition, copies of all notices to Seller shall be delivered to Mark L. Geier, General 
Counsel, ConvergeOne LLC, 3344 Highway 149, Eagan, MN 55121. 

17.4. Acknowledgment and Authority - By execution hereof, the signer hereby certifies that he/she has read this 
Agreement and these terms and each SOW, understands them. and agrees to all terms and provisions stated 
herein. In addition, Seller and Customer represent and warrant to each other that each respective Party has the 
full right, power. and authority to execute this Agreement. 

17.5. Publicity - Neither Party shall use the name(s). trademark(s). or trade name(s), whether registered or not, 
of the other Party in publicity releases or advertising or in any other manner without the prior written consent of 
such other Party. Each Party agrees that it will not. without the prior written consent of the other Party, make any 
public statement regarding this Agreement, any of its provisions. or the fact that this Agreement exists. 

17.6. Independent Contractors - The Parties acknowledge that Customer is a Party independent from Seller 
and that nothing in this Agreement will be construed or deemed to create a relationship of employer and 
employee, principal and agent, or any relationship other than that of independent entities contracting with each 
other solely for the purpose of carrying out the terms and provisions of this Agreement. 

17. 7. Waiver - If either Party fails to enforce any right or remedy available under this Agreement. that failure 
shall not be construed as a waiver of any right or remedy with respect to any other breach or failure by the other 
Party. 

17.8. Force Majeure - Seller shall not be liable for any loss, failure, or delay in furnishing Services resulting 
from any of the following: fires; explosions; floods; storms; acts of God; governmental acts. orders, or regulations; 
hostilities; civil disturbances; strikes; labor difficulties; machinery breakdowns; transportation contingencies; 
difficulty in obtaining parts, supplies, or shipping facilities; breach, delay, act, or omission of any supplier, carrier, 
contractor, subcontractor, or business partner; failure, outage, or unavailability of third party network(s) or 
system(s); fiber, cable, or wire cut; power outage or reduction; or any other cause beyond the control of Seller. 

17.9. Software License - The Parties acknowledge that Seller will license software from third parties to provide 
monitoring or administration of the Telecom Services, and that such licenses may require Customer. when 
accessing the software to use the Telecom Services, to agree to an End User Licensing Agreement governing 
the access and use of the software. 

17.10. Credit Information - CUSTOMER AUTHORIZES SELLER OR ITS ASSIGNEE TO OBTAIN CREDIT 
BUREAU REPORTS, AND MAKE OTHER CREDIT INQUIRIES THAT SELLER OR ITS ASSIGNEE 
DETERMINE ARE NECESSARY. Customer agrees to provide copies of its balance sheet, income statement 
and other financial reports as Seller or its assignee may reasonably request. 
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17 .11. Severability - In the event that any term or prov1s1on of this Agreement is held to be illegal, 
unenforceable, or invalid, the remaining terms and provisions hereof shall remain in full force and effect. 

17.12. Survival of Terms - Notwithstanding any termination or expiration of this Agreement, all rights and 
remedies available to the Parties and all terms and provisions of this Agreement that are not performed or cannot 
be performed during the term of this Agreement shall survive the termination or expiration of this Agreement. 

17.13. Governing Law - The laws of the state of Minnesota (including, but not limited to, the Uniform 
Commercial Code as adopted) apply to all Services and/or Datacenter Infrastructure provided under the terms 
and provisions of this Agreement, without reference to such jurisdiction's conflicts of law principles. 

17.14. Exclusive Venue - To the extent the parties are permitted under this Agreement to initiate litigation in a 
court, the Parties agree that all claims and disputes arising out of or relating to this Agreement will be litigated 
exclusively in the state courts in Dakota County, Minnesota or federal courts located in the District of Minnesota. 

100026.001 

S/GNA TURE PAGE IMMEDIATELY FOLLOWS 
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IN WITNESS WHEREOF, the Parties have caused this Agreement to be executed and do each hereby warrant and 
represent that their respective signatory whose signature appears below has been and is on the date of this Agreement 
duly authorized by all necessary and appropriate corporate action to execute this Agreement. 

y signing below, Customer acknowledges that it has received, read, and understood Exhibit 1 of this Agreement 
.;oncerning 911 services. 

SELLER: ConvergeOne, Inc. CUSTOMER: 

BY: BY: 

SIGNATURE: -----------­

TITLE: 

SIGNATURE: 

TITLE: 

DATE: 

100026.001 

DATE: 
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EXHIBIT 1 

911 ACKNOWLEDGMENT 

... his Exhibit applies where the Telecom Services available to Customer include access to emergency services and/or 911 
roviders (the "Emergency Services"). · 

1. Emergency Services permit most users of the Telecom Services to access either basic 911 or Enhanced 911 
("E911 ")service.A user's access may differ depending on the user's location or the device the user is using, and 
emergency calling services work differently than a user may have experienced using traditional wireline or 
wireless telephones. 

1.1 Users using [IP Desk Phones or 911-Enabled Scftphones] [Substitute appropriate terms for 
ConvergeOne service] can dial 911 directly-. EMERGENCY CALLS CANNOT BE PLACED THROUGH 
SOFTPHONES THAT ARE NOT 911-ENABLED. 

1.2 [If applicable] Calls to 911 placed through Seller's mobile application (the "Mobile Application") on a 
smartphone are automatically routed to the native dialer on the smartphone, and the call will be handled 
by Customer's wireless service provider if wireless service is available. If Customer's wireless service is 
unavailable, the 911 call cannot be placed. Mobile Application cannot place emergency calls over Wi-Fi 
access. Emergency dialing is not available through the Mobile Application on tablets or other mobile 
devices without a native phone dialer and a wireless service plan. 

1.3 (If applicable] In some areas, emergency operators are able to receive text messages sent to 911. In 
areas where it is available, the Telecom Service allows Emergency SMS messages, also known as Text­
to-911, only through the Mobile Application. Texts to 911 by Telecom Service users relying on the Mobile 
Application are automatically directed to the native dialer on the mobile phone, allowing the user to send 
the text through the user's wireless service provider. if available. If wireless service is unavailable, the text 
cannot be sent. Text-to-911 is not available on tablets or other mobile devices without a native phone 
dialer and a wireless service subscription. [Note language in Section 4.1 and delete if this section is not 
included.] 

The Emergency Services differ from the 911 services offered by a traditional telephone company or wireless 
company. Customer acknowledges and certifies that it understands that Seller does not support traditional 911 
and that the Emergency Services offered under this Agreement are subject to limitations as described below. 

2.1. 

2.2. 

2.3 

100026.001 

Access to 911 or E911 may differ depending on the user's location or the device the user is using. It is 
strongly recommended that users have an alternative means for placing emergency calls available at all 
times. 

Prior to initiating Telecom Services, Customer must provide a Registered Address for each device using 
the Telecom Services, in accordance with Seller's procedures. The Registered Address is the physical 
address of the device. and is necessary to provide accurate address information in connection with the 
Emergency Services. Customer agrees to provide update the Registered Address immediately after a 
device is moved, and acknowledges that the Registered Address may not be revised for several hours 
after an update is provided. If the Registered Address is not updated as required, incorrect address 
information may be provided to the 911 provider responding to a 911 call or 911 calls may be routed to 
the wrong 911 provider or not connected. In some instances, the Registered Address may not be 
received by the 911 provider, and consequently users should be prepared to provide the location from 
which the call originates. If the 911 provider does not have the user's phone number and location, the 
operator may not be able to call the user back or dispatch help to the user's location if the call is dropped 
or disconnected. If Customer has more than one line or extension, Customer is solely responsible for 
ensuring that an accurate and up-to-date Registered Address is maintained for each such line or 
extension and that Customer's users are aware of how the Registered Address can be changed. 

If the Telecom Services are being used on a device that is mobile [but not via the Mobile Application] 
[delete this phrase if there is no mobile application], including without limitation a tablet[. smartphone] 
[include if there is no mobile application] or laptop computer, the user is responsible for updating the 
Registered Address in accordance with Section 2.2 of this Exhibit. 
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2.4. [If applicable) In the case of Emergency Services provided through the Mobile Application, the Mobile 
Application is dependent on location and calling number information generated by the user's smartphone. 
If wireless service is unavailable, calls to 911 will not be completed, and in some circumstances the user's 
smartphone or wireless network may not pass location or calling number information to the 911 provider. 

2.5. In some cases, 911 calls dialed via the Telecom Services cannot be directed to the local 911 provider, 
and are instead directed to a National Emergency Call Center (the "NECC"). This may occur if there is 
the Registered Address cannot be validated, if the Registered Address is an international location. or if 
the Registered Address is in an area that is not covered by the land line 911 network. 911 calls that are 
directed to the NECC may not transmit the originating telephone number or Registered Address. Trained 
operators at the NECC will request the caller's name, location, and telephone number and attempt to 
reach emergency responders in the caller's local area. 

2.6. Some features of the Emergency Services, including provision of Registered Addresses and the ability to 
return a call from a user who has dialed 911, may not be supported by individual 911 providers, or may 
not function in certain circumstances. 

2.7. Emergency Services will not work if there is a power outage, if Internet service is interrupted. if the 
Telecom Services are unavailable. or if there is a disruption to 911 service in the area where the call to 
911 is made. 

2.8. Emergency Services will not work if the Telecom Services have been disconnected. 

3. Customer agrees to notify any employees, contractors. guests. or persons who may place calls using the 
Telecom Services or may be present at the physical location where the Telecom Services may be used, of the 
limitations of the Emergency Services. Customer agrees to affix a Seller-provided sticker warning that 911 
services may be limited or unavailable in a readily visible place on each piece of equipment that might be used to 
access or use the Telecom Services. 

4. Liability and Releases 

4.1. 

4.2 

100026.001 

The availability of certain features, such as transmission of a Registered Address or Customer telephone 
number, depends on whether local emergency response centers support those features, and are factors 
outside of Seller's control. Seller relies on third parties to assist in routing 911 calls [and text messages] 
[delete if not applicable) to local emergency response centers and to the NECC. Seller does not have 
control over local emergency response centers, the NECC, emergency responders, or other third parties. 
Seller disclaims all responsibility for the conduct of local emergency response centers, the NECC and all 
other third parties involved in the provision of emergency response services. Accordingly, to the extent 
permitted by applicable law, Customer hereby releases, discharges, and holds harmless Seller from and 
against any and all liability relating to or arising from any acts or omissions of such third parties or other 
third parties involved in the handling of or response to any emergency or 911 call. 

To the extent permitted by applicable Law, Customer releases, and will obtain from the users of the 
Telecom Services waivers releasing, Seller from any and all claims or liability that may arise related to 
Emergency Services. Customer bears sole responsibility for providing any emergency services to its 
users and for any costs associated with providing these services and payment of any governmental fees 
or assessments related to 911, E911 or alternative 911 services. Customer agrees to indemnify and hold 
harmless Seller, and any third-party provider(s), from any and all claims, damages {direct and indirect). 
suits, costs, charges. or fees (including attorney's fees and court cost) arising out of: (i) Customer 
provision to Seller of incorrect information, including physical addresses, or Customer failure to update 
any Registered Address; (ii) Customer failure to properly notify any person who may place calls using the 
Telecom Services of the 911 limitations; or (iii) the absence, failure, or outage of the Emergency Services 
for any reason; and (iv) the inability of any user of the Telecom Services to be able to dial 911 or access 
emergency service personnel for any reason. 

Hosted Cloud Services Agreement 01.25.15 Edition 
Page 11 of 15 



EXHIBIT2 

Acceptable Use Policy 

1 High Risk Use 

CUSTOMER ACKNOWLEDGES THAT THE SERVICES ARE NOT DESIGNED, MANUFACTURED, INTENDED, OR 
RECOMMENDED FOR USE FOR ANY HIGH-RISK OR FAIL-SAFE PURPOSE OR ACTIVITY OR IN ANY 
ENVIRONMENT WHERE FAILURE, INTERRUPTION, MALFUNCTION, ERROR, OR UNAVAILABILITY COULD 
RESULT IN SUBSTANTIAL LIABILITY OR DAMAGES, PHYSICAL HARM OR PERSONAL INJURY. DEATH OR 
DISMEMBERMENT, OR PROPERTY OR ENVIRONMENTAL DAMAGE. CUSTOMER REPRESENTS AND WARRANTS 
THAT CUSTOMER AND ANY USERS OF THE SERVICES WILL NOT USE THE SERVICES FOR ANY SUCH 
PURPOSE OR ACTIVITY OR IN ANY SUCH ENVIRONMENT. 

2. Customer Legal Compliance 

Customer represents and warrants that all use and usage of the Services will at all times comply with all applicable law, 
including but not limited to the rules, policies and regulation of the Federal Communications Commission ("FCC"), and all 
laws relating to Do-Not-Call provisions; unsolicited marketing; telemarketing: faxing; telemarketing; email marketing; 
spamming or phishing; data security or privacy; international communications; account or debt collection: recording of 
calls or conversations; export control; export of technical or personal data: end user, end-use, and destination restrictions 
imposed by the United States or foreign governments; consumer protection; pornography; trade practices; false 
advertising; unfair competition; anti-discrimination; harassment; defamation; intellectual property; or securities. 

3. Unsolicited Advertisements and TCPA Compliance 

3.1. Certain communication practices - including without limitation, the placing of unsolicited calls; the placing 
of commercial messages; the sending of unsolicited facsimile, internet facsimile, SMS, or other 
messages; and the use of certain automated telephone equipment to place certain calls - are regulated in 
the United States by the Federal Telephone Consumer Protection Act of 1991 (also known as the 
"TCPA") ( available at http://www.fcc.gov/document/telephone-consumer-protection-act-1991), the Junk 
Fax Prevention Act of 2005, and similar state, municipal or local laws. regulations. codes, ordinances and 
rules. 

3.2. Customer agrees, represents, and warrants that: 

3.3. 

3.4. 

100026.001 

3.1.1. Customer is the creator of the content of, and are solely responsible for determining the 
destination(s) and recipient(s) of, all outbound communications made using the Services 
("Customer Communication"); 

3.1.2. All content, communications, files, information, data, and other content provided for transmission 
through the Services will be provided solely for lawful purposes, and in no event shall any 
Customer Communication or any content thereof be in violation of the TCPA. Junk Fax 
Prevention Act, the rules governing the Do Not Call Registry, and the Canadian Unsolicited 
Telecommunications Rules or any other law; and 

3.1.3. No unsolicited advertisements, commercial messages, solicitations, marketing or promotional 
materials, or commercial messages or content will be transmitted or distributed in the form of 
facsimiles or internet facsimiles through the Services. 

At Seller's sole option and without further notice, Seller may use technologies and procedures, including 
without limitation, filters, that may block or terminate such unsolicited advertisements without delivering 
them. 

Customer agrees to indemnify and hold harmless Seller. and any third-party provider(s) from any and all 
third party claims, losses1 damages, fines, or penalties arising: (i) out of violation or alleged violation of 
the TCPA, the Junk Fax Prevention Act, the rules governing the Do Not Call Registry, and the Canadian 
Unsolicited Telecommunications Rules or any similar regulation or legislation by Customer or its users; or 
(ii) otherwise related to any voicemail, text, and/or fax spam, solicitations. or commercial messages that 
Customer or its users may send and/or receive using the Services. 
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4. Export Restrictions 

Customer acknowledges and agree that the software and/or hardware used in conjunction with the Services may be 
subject to Canada, United States and other foreign laws and regulations governing the export. re-export. and/or transfer of 
software by physical or electronic means. Customer agrees, represents, covenants, and warrants that: (i) neither 
'.ustomer nor any user (nor any entity or person that controls Customer or any user): (a) is located in an Embargoed Area 

0r listed on any Export Control List or (b) will export or re-export any Seller software or hardware into any Embargoed 
Area or to any person. entity, or organization on any Export Control List. or to any person. entity, or organization subject to 
economic sanctions due to ownership or control by any such person, entity, or organization, without prior authorization by 
license, license exception, or license exemption; and (ii) the Services and Seller software and/or hardware will not be 
used or accessed from any Embargoed Area. 

5. Recording Conversations or Calls 

5.1. Certain features of the Services may allow Customer or users of the Services to record calls or other 
communications. The notification and consent requirements relating to the recording of calls, and/or other 
communications may vary from state to state, and country to country. Customer should consult with an 
attorney prior to recording any call as some states or countries may require callers or users to obtain the 
prior consent of all parties to a recorded call, or other communication before the caller or user may record 
the call. or other communication. Customer represents. covenants, and warrants that it will review all 
applicable law before using or allowing use of the Services to record any calls or other communications 
and will at all times comply with all applicable law. Customer agrees to inform all users of the Services 
that they are obligated to comply with all laws relating to their use of the call recording feature. Violations 
of the call recording laws may be subject to criminal or civil penalties. 

5.2 Seller expressly disclaims all liability with respect to recording of telephone conversations by Customer or 
users. Customer agrees to indemnify and hold harmless Seller. and any third-party provider(s) from any 
and all third party claims. losses, damages, fines, or penalties arising out of violation or alleged violation 
of any call recording laws by Customer or any user. Seller expressly disclaims all liability and all 
warranties with respect to recording of conversations and/or calls. 

~. Prohibited Use of the Services. 

Neither Customer nor any user of the Services may use or allow use of the Services in any of the following ways: 

6.1. In any manner or for any purpose that is fraudulent, malicious, deceptive. dishonest, abusive, obscene, 
threatening, harassing, tortious, improper. defamatory, libelous, slanderous, or in violation of any law; 

6.2. To intentionally send or transmit unsolicited or "junk'' or "spam" advertisements. communications, or 
messages (commercial or otherwise} without consent. including without limitation through email, 
voicemail. SMS, facsimile, or internet facsimile: 

6.3. To harvest or otherwise collect information about others. including without limitation email addresses or 
personally-identifiable information, without their consent; 

6.4. To intentionally engage in blasting or broadcasting bulk communications. advertisements, or messages 
(e.g., sending hundreds of messages simultaneously), including without limitation through email, 
voicemail. SMS, facsimile, or internet facsimile; 

6.5. To perform auto-dialing or "predictive" dialing (i.e., non-manual dialing or using a software program or 
other means to continuously dial or place out-bound calls) in violation of applicable law; 

6.6. To provide multi-party conference calls or multiparty chat lines, for extensive call forwarding or to use call 
forwarding or conferencing features to act as a bridge to chat lines or other conferencing facilities or 
services; 

6.7 . 

6.8 . 

100026.001 

To provide monitoring or transcription services: 

To transmit any communication that would violate Customer's obligations under Section 3 of this Exhibit 
2; 
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6.9. To intentionally transmit or store any material that contains viruses, time bombs, Trojan horses, worms, 
malware, spyware. or any other programs or materials that may be harmful or dangerous; 

6.10 To transmit misleading or inaccurate caller ID information with the intent to defraud, cause harm, or 
wrongfully obtain anything of value, including by creating a false Caller ID identity or forged email/SMS 
address or header or by otherwise attempting to mislead others as to the identity of the sender or the 
origin of any outbound Customer Communication; 

6.11 . To infringe. misappropriate, or otherwise violate the foreign or domestic intellectual property rights or 
proprietary rights of any party, including without limitation by transmitting or storing any material that might 
infringe, misappropriate, or otherwise violate any such right; 

6.12. To violate the right of privacy. personality, or publicity of any party, including without limitation by 
transmitting or storing any material that might violate any such right; 

6.13. To violate any law regarding the transmission of technical data or information or software through the 
Services; 

6.14. In any manner that interferes with Seller's ability to provide high quality products or services to other 
customers; or 

6.15. To store personal health information ("PHI"), as that term is used in the Health Insurance Portability and 
Accountability Act of 1996 ("HIPAA"); or if Customer qualifies as a "covered entity," "business associate," 
or "subcontractor" under HIPAA (or similar terms under similar legislation in other jurisdictions) or is 
otherwise subject to HIPAA, to transmit, receive, or store PHI. 

A breach of obligations in this Section constitutes a material breach of this Agreement, as applicable, such that Seller may 
suspend service, terminate the Agreement immediately, or take any other action Seller deems necessary to enforce the 
terms of this Section; 

7. Prohibited Acts. 

ustomer represents, warrants. covenants, and agrees that neither Customer nor any user shall do any of the following 
during the Term: 

7.1 . 

7.2. 

7.3. 

7.4. 

7.5. 

7.6. 

7.7. 

7.8. 
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Transmit. upload, distribute in any way, or store any corrupted file or material that contains viruses, time 
bombs, Trojan horses, worms, malware, spyware, or any other programs or materials that may be harmful 
or dangerous or may damage the operation of the Services or another party's computers. devices, 
equipment. systems, or networks; 

Take advantage of, bypass, exploit, or otherwise avoid Customer's obligations or the provisions, 
restrictions, and prohibitions set forth in this Exhibit 2(or attempt to do so); 

Interfere with or disrupt networks or systems connected to the Services: 

Sell, resell. distribute, lease. export, import, or otherwise grant or purport to grant rights to third parties 
with respect to the Services, and any software or hardware used in conjunction with the Services or any 
part thereof without Seller's prior written consent: 

Display or use of any trademark, trade name, service mark or logo (together or individually, a "Mark") of 
Seller in any manner in violation of Seller's then-current policies on its trademark and logo usage or 
without Seller's express, prior written permission, to be granted or denied in Seller's sole discretion; 

Display or use of any third party Mark without the prior, written consent of the third party that owns the 
third party Mark; 

Undertake, direct, attempt. cause, permit, or authorize the modification, creation of derivative works. 
translation, reverse engineering. decompiling, disassembling, or hacking of the Services or any software 
and hardware used in conjunction with the Services, or part thereof; 

Defeat, disable, or circumvent any protection mechanism related to the Services: 
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7.9. Intercept. capture, sniff. monitor, modify, emulate, decrypt, or redirect any communication or data used by 
Seller for any purpose, including without limitation by causing the any product to connect to any computer 
server or other device not authorized by Seller or in any manner not authorized in advance in writing by 
Seller; 

7.10. Allow any service provider or other third party - with the sole exception of Seller's authorized 
maintenance providers acting with Seller's express, prior authorization - to use or execute any software 
commands that facilitate the maintenance or repair of any software or hardware used in conjunction with 
the Services; 

7.11 . Gain access to or use (or attempt to gain access or use) any device, system, network, account, or plan in 
any unauthorized manner {including without limitation through password mining); 

7 .12. Engage in or to allow trunking or forwarding of Customer's telephone or facsimile number to ( an)other 
number(s) capable of handling multiple simultaneous calls, or to a private branch exchange (PBX) or a 
key system; or 

7 .13. Violate or take any action to jeopardize, limit. or interfere with Seller's intellectual property rights, including 
without limitation their IP Rights in the software and hardware used in conjunction with the Services. 

Breach of obligations in this Section constitutes a material breach of the Agreement, as applicable, such that Seller may 
suspend service, terminate the Agreement immediately, or take any other action Seller deems necessary to enforce the 
terms of this Section. 
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ACORD' CERTIFICATE OF LIABILITY INSURANCE 12/1/2017 I DATE (MM/OONYYY) 

~- 9/29/2017 

THIS CERTIFICATE IS ISSUED AS A MATTER OF INFORMATION ONLY AND CONFERS NO RIGHTS UPON THE CERTIFICATE HOLDER. THIS 
CERTIFICATE DOES NOT AFFIRMATIVELY OR NEGATIVELY AMEND, EXTEND OR ALTER THE COVERAGE AFFORDED BY THE POLICIES 

., .OW. THIS CERTIFICATE OF INSURANCE DOES NOT CONSTITUTE A CONTRACT BETWEEN THE ISSUING INSURER(S}, AUTHORIZED 
RESENTATIVE OR PRODUCER, AND THE CERTIFICATE HOLDER. ... 

nVIPORTANT: If the certificate holder is an ADDITIONAL INSURED, the policy(ies) must have ADDITIONAL INSURED provisions or be endorsed. 
If SUBROGATION IS WAIVED, subject to the terms and conditions of the policy, certain policies may require an endorsement. A statement on 
this certificate does not confer rights to the certificate holder in lieu of such endorsement(s). 

PRODUCER Lockton Com~anies ~AME~"' 
444 W. 47th lreet, Suite 900 fi0c:'.1l'o, Exll; I fA/C, Nol: 
Kansas Ci~ MO 64112-1906 

1*1D~~SS; (816) 960- 000 
·· ·-.. --,1s1 •-----···G COV<=RD.GE NAIC# 

INSURER A: Rcrklcv National Insurance Com11any 3&91 l 
INSURED CONVERGEONE HOLDINGS CORP. INSUR.ER _B : 
1373931 3344 DODD ROAD INSURER C: EAGAN MN 55121 

INSURER D · 

INSURERE: 

INSUR.ERF: 

COVERAGES I 084 700 CERTIFICATE NUMBER· J 27 J 4267 REVISION NUMBER· XXXXXXX 
THIS IS TO CERTIFY THAT THE POLICIES OF INSURANCE LISTED BELOW HAVE BEEN ISSUED TO THE INSURED NAMED ABOVE FOR THE POLICY PERIOD 
INDICATED. NOTWITHSTANDING ANY REQUIREMENT. TERM OR CONDITION OF ANY CONTRACT OR OTHER DOCUMENT WITH RESPECT TO WHICH THIS 
CERTIFICATE MAY BE ISSUED OR MAY PERTAIN, THE INSURANCE AFFORDED BY THE POLICIES DESCRIBED HEREIN IS SUBJECT TO ALL THE TERMS, 
EXCLUSIONS AND CONDITIONS OF SUCH POLICIES. LIMITS SHOWN MAY HAVE BEEN REDUCED BY PAID CLAIMS. 

INSR TYPE Of' INSURANCE LTR 
AOOL 
INSD 

SUBR wvo POLICY NUMBER ,~~Mii~ 1,:~Mg~ LIMITS 

I\ X COMMERCIAL GENERAL LIABILITY N N TCP70 I 0205-10 12/1/2016 12/1/2017 E.ACH OCCURRENCE $ 1,000,000 
I CLAIMS-MADE [x] OCCUR ~~~~!%H?E~~~I~ncel i 1,000.000 

MED EXP /Anv one oecson\ s 10,000 ,__ 
$ 1,000,000 PERSONAL &Af)V INJURY 

GEN'L AGGREGATE LIMIT APPLIES PER: GENERAL AGGR.EGA TE $ 3 000,000 M POLICYD ~ftr [x]LOC PRODUCTS - COMP/OP AGG $ 3 000,000 
OTHER: $ 

A AUTOMOBILE LIABILITY N N ,__ TCP70 I 0205-10 12/1/2016 12/J /2017 1,~~~d~~tf INGLE LIMIT $ 1 000,000 
'<_ ANY AUTO BOOIL Y INJURY (Per person) $ xxxxxxx 

OWNED ~ SCHEDULED BODILY INJURY (Per accident. $ xxxxxxx AUTOS ONLY AUTOS - HIREO X No111-gw111Eo PROPERTY DAMAGE X AUTOS ONLY ,__ AUTO ONLY IPer accident\ $ xxxxxxx ,__ 
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Convergellne 

SUBSTANCE ABUSE POLICY 

With Controlled Substance and Alcohol Testing Procedures 

PURPOSE 

ConvergeOne, Inc. [the Company] is a drng-free workplace. Controlled Substances and alcohol misuse 
are inconsistent with the Company's longstanding commitment to a safe and productive work 
envii·onment. In addition, some of ConvergeOne's customers, in furtherance of their own policies, 
require ConvergeOne's employees to be screened for Controlled Substances before gaining access to their 
facilities or systems. ConvergeOne's policy is intended to comply with all applicable federal and state 
laws governing Controlled Substance testing and is designed to safeguard employee privacy rights. If this 
policy conflicts with applicable law, applicable law will govern and ConvergeOnc will follow such 
applicable law. 

WORKRULES 

1. Except as provided below, whenever employees are working, using or operating Company or 
customer's equipment, present on Company Premises or customer sites, they are prohibited from: 

(a) Using, possessing, buying, selling, manufacturing or dispensing Controlled Substances; 
(b) Being Under the Influence of Alcohol or Under the Influence of Controlled Substances; 

and 
( c) Possessing or consuming alcohol. 

2. Employees may consume alcohol in moderation at Company functions where alcohol is served 
and may possess unopened containers of alcohol in personal vehicles parked on Company 
Premises. Employees may also consume alcohol in moderation while ente1taining clients and 
prospective clients provided such entertainment is part of their assigned job duties. These 
privileges will be withdrawn if abused or the employee has violated this Policy. 

3. This Policy does not prohibit employees from the lawful use and possession of lawfully 
prescribed medications. Employees must, however, consult with their doctors about the 
medications' effect on their ability to work safely, and promptly disclose nny restrictions to their 
supervisor. Employees need not disclose the underlying medical conditions. However, they may 
choose to disclose the underlying medical condition as pmt of the interactive process and a 
request for reasonable accommodation for a qualified disabled individual. 

4. Employees expected to drive as pait of their job duties, such as during business travel, are 
expected to maintain an operator's license and driving record free of alcohol-related or Controlled 
Substance-related otlenses. The Company reserves the right to periodically check driving records 
for employees whose travel on Company business includes driving. 
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EMPLOYEE ASSISTANCE FOR SUBSTANCE ABUSE TREATMENT 

The Company will assist and support employees who voluntarily seek help for alcohol or Controlled 
Substance problems. They are urged to seek help before becoming subject to corrective action under this 
or other Company policies. Employees remain responsible for any misconduct or performance problems 
that arise as a result of a substance abuse problem. The Company's group health plan includes an 
Employee Assistance Program ("EAP") with confidential counseling and referral to treatment providers 
and rehabilitation programs. 

The contact information for the EAP is: 

Emp loyeeCon nect 
888-628-4824 
www.gu iclanceresources.com 
Username: LFGsupport 
Password: LFGsupportl 

Employees in need of substance abuse rehabilitation will be allowed to use accrued paid time off and be 
placed on leaves of absence. In some instances, the Company may require an employee who has tested 
positive for a Controlled Substance in violation of this Policy to undergo rehabilitation. In such instances, 
no adverse personnel action will be taken against the employee required to undergo such rehabilitation, so 
long as the employee successfully completes the rehabilitation program as determined by the Company. 

REQUIRED TESTING 

The Company reserves the right to require Controlled Substance and/or alcohol tests from any candidate 
or employee as set fo11h below. A candidate's or employee's consent to undergo the testing procedures as 
outlined in this Policy is required as a condition of employment. A candidate's refusal to consent will fail 
to meet a condition of the job offer. An employee's refusal to consent may result in corrective action, up 
to and including termination. 

1. Pre-employment: Upon accepting an offer of employment, all candidates for hire must agree to 
and pass a Controlled Substance test specified by the Company, before beginning work. 
Candidates required to pass the Controlled Substance screen will receive an offer of employment 
conditioned on passing the test. 

2. Customer-required: Candidates for positions requiring a customer-directed Controlled 
Substance screen must agree to and pass the required Controlled Substance tests in order to be 
considered qualified. Candidates for positions that require the Controlled Substance screen will 
receive an offer of employment conditioned on passing the test. The test must be passed after 
accepting the Company's offer of employment and before beginning work on the customer's 
project or at its site. If required, employees in these positions must also agree to and pass 
periodic unscheduled testing within the required timeframe, in order to remain qualified for their 
position. Additionally, during employment an employee may be assigned to a customer who 
requires that the employee pass a Controlled Substance test. Paragraph 3 under the Consequences 
section below discusses consequences of an employee who Refuses to Cooperate with any such 
customer required testing. 

3. Reasonable Suspicion: When the Company believes in good faith that there is a Reasonable 
Suspicion that an employee is Under the Influence of Alcohol or Under the Influence of 
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Controlled Substances while they arc working on Company Premises, or using or operating 
Company equipment, as part of the investigation the employee may be required to pass tests for 
the presence of alcohol or Controlled Substances. The employee will be removed from the job, 
and must agree lo, and pass the tests, in order to return to the job without corrective action up to 
and including termination. 

4. Post-Accident: Employees are subject to testing when they cause or contribute to accidents 
which seriously damage Company equipment or property, or any on-duty accident resulting in an 
injury requiring emergency medical treatment. 

5. Follow-up: Employees who have tested positive or violated this Policy, if they arc permitted to 
remain employed by the Company (in the Company's sole discretion), are subject to follow-up 
testing at times and frequencies determined by the Company, for up to three years. 

COLLECTION AND TESTING PROCEDURES 

1. For pre-employment testing, the candidate will be expected to report for testing to a Company­
designated clinic during a specified timeframe. 

2. Employees subject to alcohol testing shall be sent or driven to a Company designated clinic and 
must agree to, and provide breath specimens for testing, among any other requirements, such as 
providing blood or urine for testing. 

3. The candidate or employee will be requested lo sign a consent form indicating his or her consent 
to submit to a Controlled Substance or alcohol test, and a release of medical information form 
indicating his or her permission to have the results released to the Company. 

4. The employee also has the option of denying consent, and can do so by signing a refusal to 
submit to Controlled Substance or alcohol testing form. Please see the Consequences below for 
such denial of consent. 

5. Employees requested to submit to testing based on Reasonable Suspicion, will be escorted to the 
testing facility, or have transpot1ation to the testing facility arranged by the Company. 

6. For all testing, specimens shall be collected by trained technicians at an approved clinic, using 
approved ksting devices in compliance with applicable federal and state law, which are regularly 
calibrated and capable of producing printed results that identify the employee. 

7. If the employee consents to testing, the employee will then be requested to submit to a medical 
examination, including a Controlled Substance or alcohol test. The testing will consist of a two­
step procedure: an initial screening test and, if that test is positive for Controlled Substances or 
alcohol, a confirmation lest using a different, more sensitive testing methodology. Only 
specimens that test positive under both methodologies will be repo1ted as positive by the 
laboratory to the Company. 

8. Candidates and employees will provide split specimens in private, or using acceptable alternative 
practices if they appear to be submitting altered, adulterated or substitute specimens. 

9. Collected specimens shall be sent to a certified laboratory, in compliance with applicable federal 
and state law, and tested for evidence of marijuana, cocaine, opiate, amphetamine and 
methamphctamine, benzodiazepines, barbiturates, oxycodone, methadone, and buprenorphine 
drug use. 

I 0. The clinic and laboratory will be required lo use best practices and comply with applicable laws 
for chain of custody from the time specimens are collected through testing and storage. 

11. The laboratory shall transmit positive Controlled Substance test results to a medical doctor, 
retained by the Company, who shall offer persons with positive results a reasonable oppm1unity 
to establish that their results are caused by lawfully prescribed medicines or lawful substances. 

HR Document 2.15.17 



I ConvergeO e 

12. Persons with positive test results may also request to have their split specimen sent to another 
certified lab, to be tested at their own expense, pursuant to applicable law. Such requests must be 
made within five working days of notice of test results. If the second lab fails to find any 
evidence of Controlled Substance use in the split specimen, the employee or candidate will be 
trealed as passing lhe test. 

CONSEQUENCES 

1. Candidates who Refuse to Cooperate in or fail to pass a Controlled Substance test will not be 
hired. 

2. Even though the testing is voluntary, an employee's refusal to consent is grounds for corrective 
action, up to and including termination. 

3. Employees who Refuse to Cooperate in customer required tests will not be considered qualified 
to work for the customer that requires testing. If the Company has a position or projects for 
which the employee is qualified that does not involve work for a customer that requires testing, 
the Company may offer the position or projects to the employee on a full or part time basis 
depending on the work available. If the Company does not offer a position or projects or the 
employee does not accept the position or projects, the employee will be terminated. 

4. lf the screening test, confirmation test, and independent test (when applicable) confirm the 
presence of Controlled Substances or alcohol, and exculpatory reasons do not exist that would 
cause a positive result, then subject to applicable law, the employee will be subject to corrective 
action, up to and including termination. Notwithstanding the foregoing, if this is the employee's 
first positive test result on a confirmation test, then the Company will provide the employee with 
the opportunity to participate in a counseling or rehabilitation program. lf the employee refuses 
to participate in such program or fails to successfully complete the program, then the employee 
may be subject to corrective action, up to and including termination. 

5. Employees who use, possess, buy, sell, manufacture or dispense Controlled Substances in 
violation of this Policy will be subject to corrective action up to and including termination. 

6. Employees who test positive for alcohol will be subject to corrective action up to and including 
termination. 

7. Under appropriate circumstances, determined in the sole discretion of the Company, the 
Company will consider a "last-chance" agreement with appropriate safeguards, allowing the 
employee to return to work. 

CONFIDENTIALITY 

Information and records relating to positive test results, Controlled Substance and alcohol dependencies 
and legitimate medical explanations provided to the medical doctor retained by the Company, shall be 
kept confidential and maintained in secure files separate from normal personnel files. Such records and 
information may be disclosed among managers and supervisors on a need-to-know basis and may be 
disclosed where relevant to a grievance, charge, claim or other legal proceeding initiated by or on behalf 
of an employee or candidate or as otherwise required by applicable law. 
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DEFINITIONS 

Company Premises 

Controlled Substances 

Refuse to Cooperate 

Under the Influence 
of Alcohol 

Under the Jntluence 
of Controlled Substances 

Reasonable Suspicion 

includes, but is not limited to, all building, offices, facilities, grounds, 
parking lots, places and vehicles owned, leased or managed by the 
Company 

means _substances for which use or possession is controlled by federal law 

means to obstruct the collection process, to submit an altered, adulterated 
or substitute sample, or to fail to promptly provide specimen(s) for testing 
when directed 

means a confirmed positive test result for alcohol use, or actions, 
appearance, speech or bodily odors which reasonably cause a supervisor to 
conclude that an employee is impaired because of alcohol usc 

means a confirmed positive test result for Controlled Substance use 

Reasonable Suspicion is established by observation of overt behavior or 
conduct of the employee sufficient to lead a prudent person to suspect that 
the employee is Under the Influence of Alcohol or Under the Influence of 
Controlled Substances. Wherever possible, the concurrence of a second 
supervisor will be obtained in determining whether Reasonable Suspicion 
exists to conclude that an employee is Under the Influence of Alcohol or 
Under the Influence of Controlled Substances. 

In determining whether there is Reasonable Suspicion to conclude that an employee is Under the 
Influence of Alcohol or Under the Influence of Controlled Substances, managers and supervisors may 
rely on one or more of the following facts, circumstances, or observations: 

• Physical characteristics of employee: 
o Smell of alcohol, or Controlled Substances on breath or on person; 
o Slurred speech; 
o Disorientation (does employee know where he or she is, and the day, date or time?); 
o Lack of motor coordination; 
o Pronounced mood swings (belligerent, moody, ecstatic, friendlier or more nervous or open 

than usual?); 
o Pale or flushed appearance; 
o Excessive perspiration; 
o Bloodshot eyes; 
o Pinpointed or dilated pupils; 
o Sunglasses worn at inappropriate times; 
o Weariness, fatigue, or exhaustion; 
o Deteriorating physical appearance; 
o Excessive yawning; 
o Blank stares or expressions; 
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o Changes in appearance after breaks or lunches; 
o Withdrawing or avoiding peers; and 
o Other unusual or suspicious physical characteristics. 

• Other evidence: 
o Witnesses who observe the possession or ingestion of alcohol or Controlled Substances; 
o Confession of employee that he or she was drinking or using Controlled Substances; 
o Traces of alcohol, Controlled Substances or Controlled Substance paraphernalia; 
o Involvement in workplace accident; 
o Congregation of employees in remote areas of Company's facilities or in areas which 

employees usually do not frequent (i.e. closets, storage rooms or stairwells); 
o Complaints from co-workers; 
o Prolonged breaks or tardiness; 
o Excessive unauthorized, or unscheduled absenteeism, especially Mondays, Fridays, and days 

before or after holidays; 
o Unexplained departures from work or disappearances from the job area; 
o More than average number of job-related mistakes; 
o Decrease in work efficiency or productivity; and 
o Other evidence which may cause a manager or supervisor to suspect Controlled Substance or 

alcohol usage or impairment. 
The above are merely examples of characteristics supervisors or managers may use to find Reasonable 
Suspicion. The presence or absence of one characteristic is not determinative of whether Reasonable 
Suspicion exists. In fact, the presence of one characteristic may be sufficient for finding Reasonable 
Suspicion. 

GENERAL 

This Policy is not a contract of employment and may be modified by the Company in its discretion. To 
the extent independent contractors, who are present on Company Premises, engage or appear to have 
engaged in conduct that would violate this Policy if done by an employee, such independent contractor 
will be barred from those premises. 
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AudioCodes 400HD IP Phones Series 

The AudioCodes 400HD series of IP phones includes a range of easy-to-use, feature-rich products for 
the service provider hosted services, enterprise IP telephony and contact center markets. Based on the 
same advanced, field-proven underlying technology as our other VoIP products, AudioCodes high quality 
IP phones enable service providers, systems integrators and end-customers to build end-to-end VoIP 
solutions. 

• SOHD IP Phone 445HD IP Phone 440HD IP Phone 430HD IP Phone 420HD IP Phone 405HD IP Phone 

Powerful Set of Common Features 

• High-definition voice quality • AudioCodes Auto-provisioning • Full SIP protocol support with extensive interoperability 

• Robust security mechanisms • Power over Ethernet (PoE) • Out of the box global redirection sever support 

• Multiple language support • Integration with voice quality monitoring • Full duplex speakerphone and headset connectivity 

Unified Communications 
AudioCodes provides diverse solutions tailored for the Unified Communications (UC) market. AudioCodes' offering for UC 
includes media gateways, E-SBCs, call recording solutions, mobility and IP phones which, in addition to high quality voice 
calls, also support presence features. 

Enterprise IP Telephony 
AudioCodes IP phones offer reliable, high quality communications for users of on-premises, open source and hosted IP-PBXs. 
Their wide range of essential business features, reliability and proven interoperability makes them the perfect choice for any 
SIP-based environment, from SOHO up to large enterprises. 

IP Contact Centers 
AudioCodes' IP phones provide the perfect solution for IP contact center agents. Combining excellent voice quality for contact 

·•Her agents, with a compact and robust enclosure design and headset integration, AudioCodes' IP Phones offer several 
;ential features required in the growing contact center market including fully certified VoIP interoperability with leading 

contact center solution providers. 

Q1':audiocodes J> t-DvolP 
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450HD IP Phone 
The 450HD IP ~hone is an executive high end business IP phone with a large 5" touch 

main color display, integrated Bluetooth* and optional connectivity to color touch 
screen expansion modules. 

• Large 5" Color TFT main screen {800 x 480) with multi lingual support 

• Touch oriented user interface allowing up to 8 programmable keys 

and soft keys 

• Expension module (optional) with 5" Color TFT screen (480 x 854) 

• Full duplex speakerphone and headset connectivity 

• Integrated Bluetooth for wireless headset connectivity 

• 8 lines 

• 8 programmable speed dial keys with presence 

monitoring (BLF) 

• GbE Support 

• USB Headset support 
C, 

• PoE or external power supply 

* Hardware ready, software will be ready during 2018 

445HD IP Phone** 
The 445H DIP Phone is an advanced business high end IP phone with a large 4.3" main 

color display, integrated Bluetooth* and a dedicated LCD displaying contacts and their 
presence (integrated sidecar). 

• Color 4.3" high resolution screen (480x272) 

• Full duplex speakerphone and headset connectivity 

• 6 lines 

• 6 Multi-function keys 

• 4 soft keys 

• Dedicated LCD (370 X 60) for contacts display 

• 12 programmable speed dial keys with presence 

monitoring (BLF) 

• GbE support 

• USB Headset support 

• PoE or external power supply 

* Pending Microsoft SfB Certification 

"*Contact AudioCodcs for the availability of 44SHD 

*•"Hardware ready, software will be ready during 2018 

C, 



440H D & 430H D IP Phones 
The 440H D/430H DIP Phones are Advanced Mid-Range Business IP phones. Built for ease-of-use and convenience, 

the 430HD boasts a large LCD and 12 programmable speed dial keys. The 440HD includes a dedicated LCD 

displaying contacts and their presence (integrated sidecar). 

• Full duplex speakerphone and headset connectivity 

• 6 lines 

• Graphic multi-lingual LCD (256 X 128) 

• 6 Multi-function keys 

• 4 soft keys 

• 12 programmable speed dial keys with presence monitoring (BLF) 

• Dedicated LCD (370 X 60) for contacts display (440HD only) 

• GbE support 

• USB Headset support 

• PoE or external power supply 

420HD IP Phone 
The 420HD IP Phone is an Entry level, feature-rich enterprise IP phone. Its flexibility and 

robust design make it extremely suitable for demanding enterprise and contact center 

deployments. 

• Full duplex speakerphone and headset connectivity 

• 2 lines 

• Graphic multi-lingual LCD (128 X 48) 

• 4 programmable soft keys 

0 Dual GbE Support 

• PoE or external power supply 

405HD & 405 IP Phones 
The 405 IP Phone is a cost-effective, entry-level IP phone designed to offer the 

essential everyday features that the modern business environment demands. 

• Full duplex speakerphone and headset connectivity 

• 2 lines 

• Graphical, backlit multi-lingual LCD (132 X 64) 

• 4 programmable soft keys 

• PoE or external power supply 

• GbE Support (supported only on the 405HD) 

• USB Headset Support (supported only on the 405HD) 

"'405HD is certified for Skype for Business 

• 



Technical Specifications for the 400HD Series 

• 
:iupplementary Features C,11 Waili11g, C:all Hold, Call Tr~1•sfer, C,,11 Fnrwar<I, 3-Way Conference (local mix) and network col1ferencing, Hot Line, lJND, Mute, Speed Dial, Dial 

Plan, CWRR, Call Logs, Auto Answer via TALK e~ent, Call f'ickup, Mllltiple t>oss-admin, Shared line appearance. Call Pa,~ 

Caller ID, MWI, DTMF Rel~y- RFC2R33, DTMF via SIP INFO, Configurable Call Progress Tones 

Unili.,d C:0111111u11ications, IP Contact Ce!nters, Open source IP-PBX, Hosted IP-PBX and IP Centrex 

Packet loss c:o11ce~hnent, High quality wideband, Wideband acoustic echo canceler, Low delay a,fop\iv~ jiller buffers 

UldkM/tffluij 
Wideband Voice Coders 

Narrowband Voice Coders 

Additional Media Features 

VoIP ,ind Signoling 

Data Protocols 

Security 

G.722, OPUS', SILK' ------
1i.71111/a, G.729A/B, OPUS', SILK' 

Acou~tic echo cancelation (AEC)- multiple path, wideband acoustic LC, l'acket Los; Concealment, Silence Supp,ession, Voice Activation Detection, 
Adaptive Jitter ()uffo, 

SIi' - IUC 3l61, SlJf' - R~C 23V, SIP over lCP/UDP/TLS, DNS_SRV (Reclundancy), Digest authentication, PRACJ(, Early M~•lia, SIP Subscrihe notiry, 
RI.F' (busy lar11p fieh!), Presence, MWI (11,,.ss;1ge waiting indication) 

1Pv4, TCP, UDP, ICMP, ARP, RTP, SRTP, RTCP-XR, 807. lx, S1~lic IP/f)HC:P IP Assignment, IEEE R02 lp/Q, QoS/ToS. HTTP/HTTPS/DHU~ NrP, ~lP/IHP, 
C:f)P/1.LDP VLAN Co11lig1,ralio11, I f)AP ---------------------------
80}. 1 x, HTTPS, SIP ove, Tl s a11cl SRTP, C:011riguration file enc,yption, re port disable option 

Provisioning & Management Web Server for ConfiP,uration and ManaP,ement, Configuration update via fTP, TfTP, HTIP, HTTP$, DHCP Optiofls (66,67, tfi0,17,fiO, 77). Mass 
Deployment Provisioni"g with Global redirection server, Provision URL vi~ SIP SUBSCRIBE ;,11d NOTIFY, RFC:fiO~S SIP Pttl,iish for QoE reporting 

Langu<1gc Support English ( defoult), Spanish. Italian. Portugues« ( with fi,ature key), Gi,r111,rr1, Rt,ssian, Ukrainian. French, Polish, Hebrew, Finnish. Korean, Simj)lified 
and Traditional Chinese, Turkish, Japanese (Kanji, I liraP,ana. and Katakana input modes), Hungarian, Slovak. Czech 

Telephony Interface RJ-9 HeadsetJack X 1. use port for headset', OHSG' 

•twork Interface 2 LI\N RJ-4~ 10/100/1000 Base- I for l'C and LAN connectivity 

, owcr Kcquircmcnts +J2V DC. J.A Power ,,dapter (450Hf): +l?V f)C:, ?.A) AC 100V-240V and/or lotegrated rower over Ethernet- IEEE 802.3af (••• "';ce t;,L f<" u,d.,;o•u•t;uo,) 

-20' to ··1o•c Io• to •40'C (-4 to •l~s·~ / 3l to +104.F) 
----------Storage/Operation Temperature 

H omologo l ic)lls R. l\p µ rcNo Is FCC Part 15 Class B, ICES-003 Class B, F.NSSm:l r.lass 8, ENfil000-3-2, EN61000-3-3, UL-609S0-1, EN609S0-1, IEC-60950-1 (CB), CE mark, cTUVus 

RCM, KC:. Anatel. CCC, ICASA, EAC, IC, ACTA, VCCI, BSMI 

The homologotion list con change from model to mod~l pl~usi: cootad AudiuC0Je11, for uµ to clute muclfd Sf)c:djic i11/orm0Cion 

Physical Specifications 
4SOHD 

Unit Dimension 234 x 190 x 170/195 mm' 

(WxDxH) (9.21X748 X6 69/7,67 iB) 

Unit Weight 1.l84Kf. (2.8l lb) 

Unit Box Dimen~ion 27Sx 245 x 110 111111 

(WxDxH) {10 82 X 9.64 X 4 33 in.) 

Unit Box w~ight 1 722kg (3. 79 lb) 

Master Carton Dimension S79 X 467 X 293 n1111 

(WxDxH) (22 79x 18.38 x ll.5l In.) 
- ---

Master C~rton Weighl 16 07 Kg (.~S.4) lh) 

' Supf)ortE!d by J930HO, 44CJHO, 44!11-10 Ot~d 4SOHD. 

44SHD 

250x 1G8x 163 mm 
(9.84 X 6 61 X 6 ~2 in.) 

1.0~K~ (2.31 lo) 

31G x 2SS x 9S min 
(9.84 X 6 61 X 6.42 in.) 

l 49KP, (3.28 lb) 

S30 x 49S x340 mm 
(20.&7 x 19.49 x 13 39 in ) 

1/i 01 ~ ps.42 lh) 

'OPUS ond SllK ore suppQrted Ofl 40.'>HO, 410Hfl, 430Hn, 440HD, 44SHD and -tSOHD • 

J 4.SOHO ,11pports twn desklop p()sitions: low p,DJiticm: 170nlm I Higt1 µ<hitio11: JYS,nm. 

( GbE and USS cHe uvoUuble Ot1405HO (fl()( StJppotlC'd ()JJ 405/. 

~ some of th<: fcotur<:5 01c s.11ppo,red t>y 430HD, 440HO, 44SHD and 450HD 0111)'. 

440HD 

250 x 168 x 163 mm 
(q,l\4 X 6 61 X h.4l in.) 

1 05Kg (2.31 lb) 

316 x 255 x 95 mm 
(9.84 X 6,61 X 6.47 in.) 

1.49Kg (3 2& lb) 

~lO x495 <340 mm 
!20,87 X 19.49 X 13 39 in.) 

1S.8Kg (34.83 lb) 

430HD 

250x 168 x 163 nim 
(9 84 X h.61 X h.4l in.) 

1.00Kg (2 20 lb) 

316 x 255 • 9S mm 
(9,81 X 6.61 X 6/ll ill,) 

I 44Kg (3 17 tb) 

530 x 495 x 340 mm 
(20 87 X 19 49 X 13 39 in.) 

15.73Kg (33 .73 lb) 

420HD 

188 x 157 x 163 mm 
(7.40 X 6.18 X h 41 in.) 

0.82Kg (1 81 lb) 

262 x 236 x95 mm 
(7.~llx 6.18 x 6,41 in.) 

1 2Kg (2 GS lb\ 

540 x 495 x 260 mm 
(7 AO X 6.18 X 6 41 in,) 

13 1Kg (2R.88 lo) 

405HD/405' 

191 x lKOx 153 mm 
\7.S2 X 7.09 X 6 02 in,) 

0.68~g (1.5 lb) 

210 x 200 x 100 mm 
tS.27 X 7.87 X 3 94 in.) 

0.9Kg (1 98 lb) 

49S X 395 X 237 o,m 
(19.49 X 15.SS X 9.33 in) 

10.1kg (22 27 lo) 

audiocodes lntematlonal Headquarters 
1 Hayarden Street, 

AudloCodes Inc. ©lOll A1..h.lioC.:odcs Lid All iitllls fc~~rvud, AudioColfcs, AC, HD Voll', HO vo1r SoumJs 
B~ttt:?f, IPmedia, M~di;:mt, MediaPAck, What's lnsid~ M:ott~rs, OSN, SmilrtTAP, 11.:;P.r 
Managt:?m1mt Pad, VMAS, VolPerfed, Vol~rie<IHO, Your Gatew.1v To VoIP, :ir,><, 
VouN01n, AudioCodt:?s On~ VoiA? and Cloud8ond ;mt lradem:orks or regiJ1;terP.tl 

trarlem~rks of Audinf.ndE'!';C; • imitP.cl. All nthP.r proc1uct~ nr tr,,1rfPmilrkc. ~rP. oropertv of 
their respective owners, Prociuc.t spP.r.irir.;itinn~ ;iM ~uhjP.r.t to ch;m~P. without notice. 

Airport City 
Lod 7019900, Israel 
Tel: +972-3-976-4000 
Fax: 4-972-3-976-4040 

27 World's Fair Drive, 

Somerset, NJ 08873 
Tel:+1-732·469-0880 
Fax:+ 1-732-469-2298 

Contact us: www.audiocodes.com/info 
Website: www.audiocode~.com 

Rt•f II LTRM 2009G ll/17V.4 
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D 10 Wireless Series 
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14 Seonhe1ser · AudioCodes S01,,tion Overview 

2-in-1 wearing style (headband or ear hook) for all­

day use 

Noise-cancelling microphone 

Sennheiser Voice Clarity for a more natural 
experience 

· · Full workday of talk time 

Fast charging - 50% in just 20 minutes 

Long distance wireless range - up to 180 m (590 ft) 
with line of sight - 55 m (180 ft) in typical office 
environment 

-- ActiveGard® - acoustic shock protection 

• (i1 
D 10 Phone D 10 USB 

!ZJ SENNHEnER 



SD Wireless Series* 
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* Only available in the Americas 

15 1 Senntie1s.er - AucH0Coc1es Solution Overview 

Sennheiser Voice Clarity for a more natural 

experience 

-·' Noise-cancelling microphone 

- Long Distance Wireless Range - Up to 55 min 
typical office building. Up to 180 min line of sight 

= ActiveGard® acoustic shock protection 

Full workday talk time 

~- Fast charge 50 % in 20 min. 

Pairing for desk sharing and phone conferences 

ii] (ii 
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Mobile Business Pro Series 
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MB Pro 1 UC MB Pro 2 UC 
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• Available for double-sided variants with on/off feature 

17 I S1=m1hetse, - AudioCodes SolutJor, Over.,1ew 

Sennheiser Voice Clarity - ultra noise­
cancelling microphone for a natural sounding 
conversation 

Sound-enhancement profiles - perfect for 
communication and multimedia/music 

-, Large leatherette ear pad - for exceptional 
wearing comfort and powerful sound 

.·1 Full workday talk time 

[TI Room Experience* technology- provides a 
more ambient, realistic sound giving users a 
more natural listening experience 

·~- Multi-connectivity- seamlessly switch 
between softphone and mobile calls 

(;\ (I. 
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!1[.J SENNHEHER 
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THE SELLER'S CONNECTIVITY SOFTWARE ("ONE VISION SERVER") INITIATES THE COMMUNICATION TO 
THE SELLER'S CENTRAL INTELLIGENCE PLATFORM (CIP), THEREFORE NO PORTS NEED TO BE OPENED 
INBOUND FROM THE CUSTOMER FIREWALL. 

THE CONNECTIVITY SOFTWARE DEPLOYED ON CUSTOMER PROVIDED VIRTUAL SERVERS IN THE 
CUSTOMER PREMISE CONNECT TO THE CIP USING SRSTP TUNNELS. IN A STANDARD DEPLOYMENT, THE 
CONNECTIVITY SOFTWARE CONNECTS DIRECTLY TO THE CIP. THIS CONNECTION CAN BE ROUTED 
THROUGH A SOCKS PROXY WHEN REQUIRED, BUT CANNOT CONNECT THROUGH A HTIP PROXY. 

THE CONNECTIVITY SOFTWARE WILL NEED TO BE ABLE TO REACH THE BELOW IPSON PORT 443. 

52. 7.190.159 CIP .CONVERGEONEVISION .COM 
52.4.111.171 CIP .CONVERGEONEVISION .COM 
52.6.33.108 CIP .CONVERGEONEVISION.COM 
52.7.208.26 CIP.CONVERGEONEVISION.COM 
52.20.34.186 CIP .CONVERGEON EVISION.COM 
52.21.44.166 CIP .CONVERGEON EVISION.COM 
52.21.63.50 CIP.CONVERGEONEVISION.COM 
52.21.68.182 CIP .CONVERGEON EVISION.COM 
52.21.98. 79 CIP .CONVERGEON EVISION.COM 
52.21.163.229 CIP.CONVERGEONEVISION.COM 

INBOUND COMMUNICATION FROM THE CONNECTIVITY SOFTWAREW TO THE MANAGED ELEMENTS IS 
DEPENDENT UPON THE MANAGED ELEMENT DEVICE TYPE. 

Central Intelligence Platform 

Cl ConvergeOne 

C f
. 

11 
OneVlsion Server 

ustomer 1rewa 

Port443 
Outbound Only 

Confidential and Proprietary, All Rights Reserved 2 
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I Converge One 
Audio Codec Bandwidth 

RT Audio Wideband Peer-to-peer 29.0 45.0 57.0 86.0 

RTAudio Narrowband 
Peer-to-peer 

11.8 27.8 39.8 51.6 
PSTN 

G.722 Conferencing 64.0 80.0 95.6 159.6 

G. 722 Stereo 
Peer-to-peer 

128.0 144.0 159.6 223.6 
Conferencing 

G.711 
PSTN, 

64.0 80.0 92.0 156.0 
Conferencing 

Siren Conferencing 16.0 32.0 47.6 63.6 

SILK Wideband Peer-to-peer 36.0 52.0 64.0 100.0 

SILK Wideband Peer-to-peer 26.0 42.0 54.0 80.0 

SILK Wideband Peer-to-peer 20.0 36.0 48.0 68.0 

SILK 
Peer-to-peer 13.0 29.0 41.0 54.0 

wideband/narrowband 
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Microsoft Volume licensing Service Level Agreement for Microsoft Online Services (Worldwide English, May l, 2018) 2 
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MICROSOFT DYNAMICS 365 FOR FINANCE ANO OPERATIONS (ENTERPRISE DATA FACTORY-ACTIVITY RUNS ................................... .. .................. 30 
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OFFICE ONLINE ............. ................................................... ... ..... . . ..... 13 MEDIA SERVICES- INDEXER SERVICE ......................................... .. ........ 37 

0FflCE 365 VIDE0 ............................................. .................... ......... 13 MEDIA SERVICES - LIVE CHANNELS ..................................................... 37 

0NEDRIVE FOR BUSINESS ................................................................. 14 MEDIA SERVICES - STREAMING SERVICE .............................................. 38 
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.··ntroduction 

About this Document 
This Service Level Agreement for Microsoft Online Services (this "SLA") is a part of your Microsoft volume licensing agreement (the "Agreement"). 
Capitalized terms used but not defined in this SLA will have the meaning assigned to them in the Agreement. This SLA applies to the Microsoft 
Online Services listed herein (a "Service" or the "Services"), but does not apply to separately branded services made available with or connected to 

the Services or to any on-premise software that is part of any Service. 

If we do not achieve and maintain the Service Levels for each Service as described in this SLA, then you may be eligible for a credit towards a 
portion of your monthly service fees. We will not modify the terms of your SLA during the initial term of your subscription; however, if you renew 
your subscription, the version of this SLA that is current at the time of renewal will apply throughout your renewal term. We will provide at least 90 
days' notice for adverse material changes to this SLA. You can review the most current version of this SLA at any time by visiting 
http://www.microsoftvolumellcensing.com/SLA. 

Prior Versions of this Document 
This SLA provides information on Services currently available. Earlier versions of this document are available at 
http://www.microsoftvolumelicensing.com. To find the needed version, a customer may contact its reseller or Microsoft Account Manager. 

Clarifications and Summary of Changes to this Document 
Below are recent additions, deletions and other changes to this SLA. Also listed below, are clarifications of Microsoft policy in response to common 

customer questions. 

Additions Deletions 

Azure Advanced Threat Protection 

Azure Load Balancer 

Azure Monitor Alerts 

Azure Monitor Notification Delivery 
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Jeneral Terms 

Definitions 

"Applicable Monthly Period" means, for a calendar month in which a Service Credit is owed, the number of days that you are a subscriber for a 
Service. 

s 

"Applicable Monthly Service Fees" means the total fees actually paid by you for a Service that are applied to the month in which a Service Credit is 

owed. 

"Downtime" is defined for each Service in the Services Specific Terms below. Except for Microsoft Azure Services, Downtime does not include 
Scheduled Downtime. Downtime does not include unavailability of a Service due to limitations described below and in the Services Specific Terms. 

"Error Code" means an indication that an operation has failed, such as an HTIP status code in the Sxx range. 

''External Connectivity" is bi-directional network traffic over supported protocols such as HTIP and HTIPS that can be sent and received from a 

public IP address. 

"Incident'' means (i) any single event, or (ii) any set of events, that result in Downtime. 

"Management Portal" means the web interface, provided by Microsoft, through which customers may manage the Service. 

"Scheduled Downtime" means periods of Downtime related to network, hardware, or Service maintenance or upgrades. We will publish notice or 
notify you at least five (5) days prior to the commencement of such Downtime. 

"Service Credit" is the percentage of the Applicable Monthly Service Fees credited to you following Microsoft's claim approval. 

"Service level" means the performance metric(s) set forth in this SLA that Microsoft agrees to meet in the delivery of the Services. 

"Service Resource" means an individual resource available for use within a Service. 

"Success Code" means an indication that an operation has succeeded, such as an HTIP status code in the 2xx range. 

"Support Window" refers to the period of time during which a Service feature or compatibility with a separate product or service is supported. 

"User Minutes" means the total number of minutes in a month, less all Scheduled Downtime, multiplied by the total number of users. 

Terms 

Claims 
In order for Microsoft to consider a claim, you must submit the claim to customer support at Microsoft Corporation including all information 
necessary for Microsoft to validate the claim, including but not limited to: (i) a detailed description of the Incident; (ii) information regarding the 
time and duration of the Downtime; (iii) the number and location(s) of affected users (if applicable); and (iv) descriptions of your attempts to 

resolve the Incident at the time of occurrence. 

For a claim related to Microsoft Azure, we must receive the claim within two months of the end of the billing month in which the Incident that is 
the subject of the claim occurred. For claims related to all other Services, we must receive the claim by the end of the calendar month following the 
month in which the Incident occurred. For example, if the Incident occurred on February 15th, we must receive the claim and all required 

information by March 31st. 

We will evaluate all information reasonably available to us and make a good faith determination of whether a Service Credit is owed. We will use 
commercially reasonable efforts to process claims during the subsequent month and within forty-five {45) days of receipt. You must be in 
compliance with the Agreement in order to be eligible for a Service Credit. If we determine that a Service Credit is owed to you, we will apply the 
Service Credit to your Applicable Monthly Service Fees. 

If you purchased more than one Service (not as a suite), then you may submit claims pursuant to the process described above as if each Service 
were covered by an individual SLA. For example, if you purchased both Exchange Online and SharePoint Online (not as part of a suite), and during 
the term of the subscription an Incident caused Downtime for both Services, then you could be eligible for two separate Service Credits (one for 
each Service), by submitting two claims under this SL.A. In the event that more than one Service Level for a particular Service is not met because of 
the same Incident, you must choose only one Service Level under which to make a claim based on the Incident. Unless as otherwise provided in a 
specific SLA, only one Service Credit is permitted per Service for an Applicable Monthly Period. 

Service Credits 
Service Credits .:1re your so IP. and exclusive remedy for any performance or availability issues for any Service under the Agreement and this SLA. You 
may not unilaterally offset your Applicable Monthly Service Fees for any performance or availability issues. 
<;ervice Credits apply only to fees paid for the particular Service, Service Resource, or Service tier for which a Service Level has not been met. In 

)ses where Service Levels apply to individual Service Resources or to separate Service tiers, Service Credits apply only to fees paid for the affected 
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<ervice Resource or Service tier, as applicable. The Service Credits awarded in any billing month for a particular Service or Service Resource will not, 
ider any circumstance, exceed your monthly service fees for that Service or Service Resource, as applicable, in the billing month. 

1fyou purchased Services as part of a suite or other single offer, the Applicable Monthly Service Fees and Service Credit for each Service will be pro­

rated. 

If you purchased a Service from a reseller, you will receive a service credit directly from your reseller and the reseller will receive a Service Credit 
directly from us. The Service Credit will be based on the estimated retail price for the applicable Service, as determined by us in our reasonable 
discretion. 

Limitations 
This SLA and any applicable Service Levels do not apply to any performance or availability issues: 

1. Due to factors outside our reasonable control (for example, natural disaster, war, acts of terrorism, riots, government action, or a 
network or device failure external to our data centers, including at your site or between your site and our data center); 

2. That result from the use of services, hardware, or software not provided by us, including, but not limited to, issues resulting from 
inadequate bandwidth or related to third-party software or services; 

3. That results from failures in a single Microsoft Datacenter location, when your network connectivity is explicitly dependent on that 
location in a non-gee-resilient manner; 

4. Caused by your use of a Service after we advised you to modify your use of the Service, if you did not modify your use as advised; 
5. During or with respect to preview, pre-release, beta or trial versions of a Service, feature or software (as determined by us) or to 

purchases made using Microsoft subscription credits; 
6. That result from your unauthorized action or lack of action when required, or from your employees, agents, contractors, or vendors, or 

anyone gaining access to our network by means of your passwords or equipment, or otherwise resulting from your failure to follow 
appropriate security practices; 

7. That result from your failure to adhere to any required configurations, use supported platforms, follow any policies for acceptable use, or 
your use of the Service in a manner inconsistent with the features and functionality of the Service (for example, attempts to perform 
operations that are not supported) or inconsistent with our published guidance; 

8. That result from faulty input, instructions, or arguments (for example, requests to access files that do not exist); 
9. That result from your attempts to perform operations that exceed prescribed quotas or that resulted from our throttling of suspected 

abusive behavior; 
10. Due to your use of Service features that are outside of associated Support Windows; or 
11. For licenses reserved, but not paid for, at the time of the Incident. 

Services purchased through Open, Open Value, and Open Value Subscription volume licensing agreements, and Services in an Office 365 Small 
Business Premium suite purchased in the form of a product key are not eligible for Service Credits based on service fees. For these Services, any 
Service Credit that you may be eligible for will be credited in the form of service time (i.e., days) as opposed to service fees, and any references to 
"Applicable Monthly Service Fees" is deleted and replaced by "Applicable Monthly Period." 
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~ervice Specific Terms 

Microsoft Dynamics 365 

Microsoft Dynamics 365 for Customer Service 
Downtime: Any period of time when end users are unable to read or write any Service data for which they have appropriate permission but this 
does not include non-availability of Service add-on features. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Usei· MintLtes - Downtime 
---------- X 100 

User Minutes 

7 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Service Credit: r:::·~~!·JM~ GhE'·'-:, 
< 95% 100% 

Microsoft Dynamics 365 Business Central 
'owntime: Any period of time when end users are unable to login to their instance. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 
---------- X 100 

User Minutes 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Service Credit: 
Monthly Uptime Percentage Service Credit 

<99.9% 2S% 

<99% 50% 

<95% 100% 

Microsoft Dynamics 365 for Finance and Operations (Enterprise edition) 
Additional Definitions: 
"Active Tenant" means a tenant with an active high availability production topology in the Management Portal that (Al has been deployed to a 
Partner Application Service; and (BJ has an active database that users can log into. 

"Partner Application Service" means a partner application built on top of and combined with the Platform that (A) is used for processing your 

organization's actual business transactions; and (BJ has reserve compute and storage resources equal to or greater than one of the Scale Units your 

partner selected for the applicable partner application. 

"Maximum Available Minutes" means the total accumulated minutes during a billing month in which an Active Tenant was deployed in a Partner 
Application Service using an active high availability production topology. 

''Platform" means the Service's client forms, SQL server reports, batched operations, and API endpoints, or the Service's retail APls that are used 
.>r commerce or retail purposes only. 
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!.'Scale Unit" means the increments by which compute and storage resources are added to or removed from a Partner Application Service. 

jervice Infrastructure" means the authentication, computing, and stora'ge resources that Microsoft provides in connection with the Service. 

Downtime: Any period of time when end users are unable to login to their Active Tenant, due to a failure in the unexpired Platform or the Service 
Infrastructure as Microsoft determines from automated health monitoring and system logs. Downtime does not include Scheduled Downtime, the 
unavailability of Service add-on features, the inability to access the Service due to your modifications of the Service, or periods where the Scale 
Unit capacity is exceeded. 

Monthly Uptime Percentage: The Monthly Uptime Percentage for a given Active Tenant in a calendar month is calculated using the following 
formula: 

User Minutes - Downtime 
User Minutes 

X 100 
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where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Service Credit: 
Monthly Uptime Percentage Serv1c~ CrP.dil 

<99.9% 25% 

<99% 50% 

<95% 100% 

Microsoft Dynamics 365 for Retail 
Additional Definitions: 
"Active Tenant" means a tenant with an active high availability production topology in the Management Portal that {A) has been deployed to a 

artner Application Service; and (Bl has an active database that users can log into. 
'Partner Application Service" means a partner application built on top of and combined with the Platform that (A) is used for processing your 
organization's actual business transactions; and (B) has reserve compute and storage resources equal to or greater than one of the Scale Units your 
partner selected for the applicable partner application. 
"Ma1dmum Available Minutes" means the total accumulated minutes during a billing month in which an Active Tenant was deployed in a Partner 
Application Service using an active high availability production topology. 
"Platform" means the Service's client forms, SQL server reports, batched operations, and API endpoints, or the Service's retail AP ls that are used 
for commerce or retail purposes only. 
"Scale Unit" means the increments by which compute and storage resources are added to or removed from a Partner Application Service. 
"Service Infrastructure" means the authentication, computing, and storage resources that Microsoft provides in connection with the Service. 

Downtime: Any period of time when end users are unable to access their Active Tenant, due to a failure in the unexpired Platform or the Service 
Infrastructure as Microsoft determines from automated health monitoring and system logs. Downtime does not include Scheduled Downtime, the 
unavailability of Service add-on features, the inability to access the Service due to your modifications of the Service, or periods where the Scale 
Unit capacity is exceeded. 

Monthly Uptime Percentage: The Monthly Uptime Percentage for a given Active Tenant in a calendar month is calculated using the following 
formula: 

User Minutes - Downtime 
---------- X 100 

User Minutes 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Service Credit: 

~Mii@ildliiiHPW....,........iiGAM~ 
<99.9% 25% 

<99% 
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._,,mw,;;n1;;wa@M @ii@ij~ 
< 95% 100% 

t 

Microsoft Dynamics 365 for Sales Enterprise; Microsoft Dynamics 365 for Sales Professional 
Downtime: Any period of time when end users are unable to read or write any Service data for which they have appropriate permission but this 
does not include non-availability of Service add-on features. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 
~~~~~~~~~~ x100 

User Minutes 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) ot each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Service Credit: 

Monthly Uptime Percentage Service Credit 

<99.9% 25% 

< 99% 50% 

< 9S% 100% 

Microsoft Dynamics 365 for Talent; Microsoft Dynamics 365 for Talent: Attract; Microsoft 

Dynamics 365 for Talent: On board 
· dditional Definitions: 
Active Tenant" means a tenant with an active high availability production topology in the Management Portal that has an active database that 

users can log into. 

Downtime: Any period of time when end users are unable to read or write any Service data for which they have appropriate permission. Downtime 
does not include Scheduled Downtime. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 
~~~~~~~~~~xlOO 

User Minutes 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Service Credit: 
Monthly Uptime Percentage Service Credit 

< 99.S% 2S% 

<99% SO% 

<9S% 100% 

Office 365 Services 

Duet Enterprise Online 
Downtime: Any period of time when users are unable to read or write any portion of a SharePoint Online site collection for which they have 
opropriate permissions. 
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'llonthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula : 

User Minutes - Downtime 

User Minutes 
X 100 
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where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 

during that month multiplied by the number of users impacted by that Incident. 

Service Credit: 
Monthly Uptime Percentage Service Credit 

< 99.9% 25% 

<99% 50% 

<95% 100% 

Service Level Exceptions: This SLA does not apply when the inability to read or write any portion of a SharePoint Online site is caused by any failure 
of third party software, equipment, or services that are not controlled by Microsoft, or Microsoft software that is not being run by Microsoft itself 

as part of the Service. 

Additional Terms: You will be eligible for a Service Credit for Duet Enterprise Online only when you are eligible for a Service Credit for the 

Share Point Online Plan 2 User SLs that you have purchased as a prerequisite for your Duet Enterprise Online User Sls. 

Exchange Online 
Downtime: Any period of time when users are unable to send or receive email with Outlook Web Access. There is no Scheduled Downtime for this 

service. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula : 

User Minutes - Downtime 
~~~~~~~~~~xlOO 

User Minutes 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 

during that month multiplied by the number of users impacted by that Incident. 

Service Credit: 
Monthly Uptime Percentage Service Credit 

< 99.9% 2S% 

<99% 50% 

<95% 100% 

Additional Terms: See Appendix 1-Service Level Commitment for Virus Detection and Blocking, Spam Effectiveness, or False Positive. 

Exchange Online Archiving 
Downtime: Any period of time when users are unable to access the email messages stored in their archive. There is no Scheduled Downtime for 

this service. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 
~~~~~~~~~~ xlOO 

User Minutes 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 
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-:ervice Credit: 
Monthly Uptime Percentage Service Credit 

<99.9% 25% 

<99% 50% 

<95% 100% 

Service level Exceptions: This SLA does not apply to the Enterprise CAL suite purchased through Open Value and Open Value Subscription volume 
licensing agreements. 

Exchange Online Protection 
Downtime: Any period of time when the network is not able to receive and process email messages. There is no Scheduled Downtime for this 
service. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula : 

User Minutes - Downtime 
---------- X 100 

User Minutes 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Service Credit: 

~M'lllli,,iiiii,l®·::::::r::::::::··u::::::, <99.9% 25% 

99% 50% 

< 95% 100% 

Service Level Exceptions: This SLA does not apply to the Enterprise CAL suite purchased through Open Value and Open Value Subscription volume 
licensing agreements. 

Additional Terms: See (i) Appendix 1-Service Level Commitment for Virus Detection and Blocking, Spam Effectiveness, or False Positive and (ii) 
Appendix 2- Service Level Commitment for Uptime and Email Delivery_ 

Microsoft Teams 
Downtime: Any period of time when end users are unable to read or post to chat conversations for which they have appropriate permissions. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 
- - - ------- xlOO 

User Minutes 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 
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Microsoft MyAnalytics 
Oowntime: Any period of time when users are unable to access the MyAnalytics dashboard. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 
---------- X 100 

User Minutes 

12 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Service Credit: 
Monthly Uptime Percentage Service Credit 

<99.9% 25% 

<99% 50% 

<95% 100% 

Office 365 Business 
Downtime: Any period of time when Office applications are put into reduced functionality mode due to an issue with Office 365 activation. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 
- --------- x100 

User Minutes 

vhere Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
uring that month multiplied by the number of users impacted by that Incident. 

Service Credit: 
Monthly Uptime Percentage s~rvrrn Cr@d1l 

< 99.9% 25% 

<99% 50% 

<95% 100% 

Office 365 Advanced Compliance 
Downtime: Any period of time when Customer Lockbox component of Office 365 Advanced Compliance is put into reduced functionality mode due 
to an issue with Office 365. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 

User Minutes 
X 100 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length {in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Service Credit: 

<99% 50% 

<95% 100% 
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Office 365 ProPlus 
Downtime: Any period of time when Office applications are put into reduced functionality mode due to an issue with Office 365 activation. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 
---------- X 100 

User Minutes 

13 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes} of each Incident that occurs 

during that month multiplied by the number of users impacted by that Incident. 

Service Credit: r::::::::7*'5iiMMJl==:::r::::::MMWB~ <99.9% 25% 

SO% 

< 9S% 100% 

Office Online 
Downtime: Any period of time when users are unable to use the Web Applications to view and edit any Office document stored on a SharePoint 

Online site for which they have appropriate permissions. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 
---------- x100 

User Minutes 

,here Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 

during that month multiplied by the number of users impacted by that Incident. 

Service Credit: 

r::-~:::;¥JW-==:::r::::::''?·~ 
<95% 100% 

Office 365 Video 
Downtime: Any period of time when users are unable to upload, view or edit videos in the video portal when they have appropriate permissions 

and valid content. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 

User Minutes 
X 100 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Service Level Commitment: r----Miiiii,,4@@,iili==:::r::::::lidlWUi~ 
< 99.9% 25% 

<95% 
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OneDrive for Business 
Downtime: Any period of time when users are unable to view or edit files stored on their personal One Drive for Business storage. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 

User Minutes 
X 100 

14 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Project Online 
Downtime: Any period of time when users are unable to read or write any portion of a SharePoint Online site collection with Project Web App for 
which they have appropriate permissions. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 
~~~~~~~~~- x100 

User Minutes 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Service Credit: 

r:::··m::!£?idiill&-~dh!t--, 
< 95% 100% 

SharePoint Online 
Downtime: Any period of time when users are unable to read or write any portion of a Share Point Online site collection for which they have 
appropriate permissions. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 

User Minutes 
X 100 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Service Credit: 

-Hilbdii,,ii@M,iffo- NMN@,ij~ 
, <99.9% 25% 

L Table of Contents lotroduction J-> I General Terms S'ecytce.Speclflt-Terms Appendices ---



Microsoft Volume Licensing Service Level Agreement for Microsoft Online Services (Worldwide English, May 1, 2018) 15 

~i!bMWll,¥¥11~§@11@1~ 
<99% 50% 

<95% 100% 

Skype for Business Online 
Downtime: Any period of time when end users are unable to see presence status, conduct instant messaging conversations, or initiate on line 
meetings.1 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 

User Minutes 
X 100 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Service Credit: 

Monthly Uptime Percentage Service Credit 

<99.9% 25% 

<99% 50% 

<95% 100% 

10nline meeting functionality applicable only to Skype for Business Online Plan 2 Service. 

Skype for Business Online- PSTN Calling and PSTN Conferencing 
.Jowntime: Any period of time when end users are unable to initiate a PSTN call or unable to dial into a PSTN conference. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 
• X 100 

User M inutes 

Where Downtime is measured in user-minutes; that is, for each month Downtime is the sum of the length (in minutes) of each incident that occurs 
during that month multiplied by the number of users impacted by that incident. 

Service Credit: 
Monthly Uptime Percentage Service Credit 

< 99.9% 25% 

<99% 50% 

<95% 100% 

Skype for Business Online-Voice Quality 
This SLA applies to any eligible call placed by any voice service user within the subscription (enabled for making any type of call VOiP or PSTN). 

Additional Definitions: 
"Eligible Call" is a Skype for Business placed call (within a subscription) that meets both conditions below: 

• The call was placed from a Skype for Business Certified IP Desk phones on wired Ethernet 
• Packet Loss, Jitter and Latency issues on the call were due to networks managed by Microsoft. 

"Total Calls" is the total number of Eligible Calls 
"Poor Quality Calls" is the total number of Eligible Calls that are classified as poor based on numerous factors that could impact call quality in the 

<!tworks managed by Microsoft. While the current Poor Call classifier is built primarily on network parameters like RTI (Roundtrip Time), Packet 
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·-oss Rate, Jitter and Packet Loss-Delay Concealment Factors, it is dynamic and continually updated based on new learnings from analysis using 

.ii lions of Skype and Skype for Business calls and evolution of Devices, Algorithms and end user ratings. 

Monthly Good Call Rate: The Monthly Good Call Rate is calculated using the following formula: 

Service Credit: 
Monthly Good Call Rate 

< 99.9% 

<99% 

<95% 

Workplace Analytics 

Total Calls - Poor Quality Calls ~~~~ ~~~..;_~ ..:..._~-xlOO 
Total Calls 

Downtime: Any period of time when users are unable to access the Workplace Analytics website, 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 

User Minutes 
X 100 

Service Credit 

2S% 

SO% 

100% 
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where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Service Credit: 
Monthly Uptime Percentage Service Credit 

< 99.9% 25% 

<99% 50% 

<95% 100% 

Yammer Enterprise 
Downtime: Any period of time greater than ten minutes when more than five percent of end users are unable to post or read messages on any 

portion of the Yammer network for which they have appropriate permissions. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 
---------- X 100 

Use1· Minutes 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 

during that month multiplied by the number of users impacted by that Incident. 

Service Credit: r::::~;:~"Jiili===777::••rn::::::::, 
<95% 100% 
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, llicrosoft Azure Services 

AD Domain Services 
Additional Definitions: 
"Managed Domain" refers to an Active Directory domain that is provisioned and managed by Azure Active Directory Domain Services. 
"Maximum Available Minutes" is the total number of minutes that a given Managed Domain has been deployed by Customer in Microsoft Azure 
during a billing month in a given Microsoft Azure subscription. 

17 

"Downtime" is the total accumulated minutes during a billing month for a given Microsoft Azure subscription during which a given Managed 
Domain is unavailable. A minute is considered unavailable if all requests for domain authentication of user accounts belonging to the Managed 
Domain, LDAP bind to the root DSE, or DNS lookup of records, made from within the virtual network where the Managed Domain is enabled, either 
return an Error Code or fail to return a Success Code within 30 seconds. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Maximum Available Minutes-Downtime 
. . • . X 100 
Maxmwm Av,11/ab!e Mmutes 

Service Levels and Service Credits are a plicable to Customer's use of Azure Active Directory Domain Services: 

<99% 25% 

Analysis Services 
',dditional Definitions: 
Server" means any Azure Analysis Services server. 

"Maximum Available Minutes'' is the total number of minutes that a given Server has been deployed in Microsoft Azure during a billing month in a 
given Microsoft Azure subscription. 
"Client Operations" is the set of all documented operations supported by Azure Analysis Services. 

Downtime: is the total accumulated minutes during a billing month for a given Microsoft Azure subscription during which a given Server is 
unavailable. A minute is considered unavailable for a given Server if more than 1% of all Client Operations completed during the minute return an 

Error Code. 

Monthly Uptime Percentage: The Monthly Uptime Percentage for a given Server is calculated using the following formula: 

Maximum Available Minutes-Downtime 
Maximum Avai/;1b!e Mtiwtes x lOO 

Service Credit: 

~NM@il,,ii/li@Jili'~iiHMM~ 
<99.9% 10% 

99% 25% 

API Management Services 
Additional Definitions: 
"Deployment M!nutes" is the total number of minutes that a given API Management instance has been deployed in Microsoft Azure during a billing 

month. 

"Maximum Available Minutes" is the sum of all Deployment Minutes across all API Management instances deployed by you in a given Microsoft 
'\zure subscription during a billing month. 
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''Proxy" is the component of the API Management Service responsible for receiving API requests and forwarding them to the configured dependent 
i>I. 

Downtime: The total accumulated Deployment Minutes, across all API Management instances deployed by you in a given Microsoft Azure 
subscription, during which the API Management Service is unavailable. A minute is considered unavailable for a given API Management instance if 
all continuous attempts to perform operations through the Proxy throughout the minute result in either an Error Code or do not return a Success 
Code within five minutes. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula : 

Maximum Available Minutes-Downtime 

M. . A ., b·' M' x 100 ax,mum va,,a ~e m utes 

Service Credit for Basic Tier, Standard Tier and Premium Tier deployments scaled within a single region: 

~Hii*!ij;4!¥diii~Zl!4~ 
< 99% 25% 

Service Credit for Premium Tier deployments scaled across two or more regions: 

~NM#idiifflii,,i@M,iili·~d&Ji~ 
<99.95% 10% 

<99% 25% 

App Service 
Additional Definitions: 
"App" is an API App, Logic App, Web App or Mobile App deployed by Customer within the App Service, excluding web apps in the Free and Shared 

ers. 

"Deployment Minutes" is the total number of minutes that a given App has been set to running in Microsoft Azure during a billing month. 
Deployment Minutes is measured from when the App was created or the Customer initiated an action that would result in running the App to the 
time the Customer initiated an action that would result in stopping or deleting the App. 

"Maximum Available Minutes" is the sum of all Deployment Minutes across all Apps deployed by Customer in a given Microsoft Azure subscription 

during a billing month 

Downtime: is the total accumulated Deployment Minutes, across all Apps deployed by Customer in a given Microsoft Azure subscription, during 
which the App is unavailable. A minute is considered unavailable for a given App when there is no connectivity between the App and Microsoft's 
Internet gateway. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Maximum Available Minutes-D0w11t1ine 
.,, . A ., b· ' M' X 100 ,,,axunum , va1ta ~e mutes 

Service Credit: 

~+iiiMiiMM,ii~lidiiili!i~ 
<99.95% 10% 

<99% 25% 

Additional Terms: Service Credits are applicable only to fees attributable to your use of Web Apps or Mobile Apps and not to fees attributable to 
other types of apps available through the App Service, which are not covered by this SLA. 

L Table of Contents b I _ J-> I General Terms 1~ servree SpMlffc:: rerms ~ endrces ___ l 



Microsoft Volume Licensing Service Level Agreement for Microsoft Online Services (Worldwide English, May 1, 2018) 

Application Gateway 
Additional Definitions: 
"Application Gateway Cloud Service" refers to a collection of one or more Application Gateway instances configured to perform HTIP load 
balancing services. 

"Maximum Available Minutes" is the total accumulated minutes during a billing month during which an Application Gateway Cloud Service 
comprising two or more medium or larger Application Gateway instances has been deployed in a Microsoft Azure subscription. 

Downtime: is the total accumulated Maximum Available Minutes during a billing month for a given Application Gateway Cloud Service during 
which the Application Gateway Cloud Service is unavailable. A given minute is considered unavailable if all attempts to connect to the Application 

Gateway Cloud Service throughout the minute are unsuccessful. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Maximum ;J vailable Minutes-Downtime 
- ------------- X 100 

Maximum Available Mioutes 
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Service Credit: 

r--i•@iMlll,G@Giii&~@SMU~ 
< 99.9% 10% 

< 99% 25% 

Application Insights 
Additional Definitions: 
"Application Insights Resource" is the container in Application Insights that collects, processes and stores the data for a single instrumentation key. 
"Maximum Available Minutes" is the total number of minutes that Application Insights Resource(s) have been deployed within a Microsoft Azure 

Jbscription during a billing month. 
"Data latency'' is the number of minutes that data received from the instrumentation in Customer's application is delayed from appearing in 

Application Insights service where the delay is greater than 2 hours. 
"Downtime" is the total accumulated number of minutes that are part of Maximum Available Minutes that experience Data Latency. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Maximum Available Minutes-Oow11tli11e 
. M. . A ' bl M ' X lOO axJ1nwn . vai,a e mutes 

Service Levels and Service Credits: 

~iililbMIU,lid@dW~MWi~ 
< 99.9% 10% 

<99% 25% 

Automation Service- Desired State Configuration (DSC) 
Additional Definitions: 
"Deployment Minutes" is the total number of minutes that a given Automation account has been deployed in Microsoft Azure during a billing 

month. 
"DSC Agent Service" is the component of the Automation Service responsible for receiving and responding to pull, registration, and reporting 

requests from DSC nodes. 

"Maximum Available Minutes" is the sum of all Deployment Minutes across all Automation accounts deployed in a given Microsoft Azure 

subscription during a billing month 

"lowntime: The total accumulated Deployment Minutes, across all Automation accounts deployed in a given Microsoft Azure subscription, during 
,hich the DSC Agent Service is unavailable. A minute is considered unavailable for a given Automation account if all continuous pull, registration, 
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~nd reporting requests from DSC nodes associated with the Automation account to the DSC Agent Service throughout the minute either result in an 
-ror Code or do not return a Success Code within five minutes. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula : 

Maximum Availablt:.• Minutes-Downtime 

M. . A ., b' M ' x 100 axw111m va1,a ,e mutes 

Service Credit: rWliiiii\lWiiiHlllll! lll-llllllllllli11a&Mi-;r----, <99.9% 10% 

<99% 25% 

Automation Service - Process Automation 
Addltlonal Definitions: 
"Delayed Jobs" is the total number of Jobs, for a given Microsoft Azure subscription, that fail to start within thirty {30} minutes of their Planned 

Start Times. 

"Job" means the execution of a Runbook. 

"Planned Start Time" is a time at which a Job is scheduled to begin executing. 

"Runbook'' means a set of actions specified by you to execute within Microsoft Azure. 

"Total Jobs'' is the total number of Jobs scheduled for execution during a given billing month, for a given Microsoft Azure subscription. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula : 

Total / obs - Delayed/obs 
- ---------xlOO 

Total/obs 

Service Credit: rMMU,iiii,IMl·~#hMB-;r----, 
< 99.9% 10% 

<99% 25% 

Azure Advanced Threat Protection 
Additional Definitions: 
"Downtime" is Any period of time when the ad min is unable to access the Azure ATP portal. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 
- --------- X 100 

User Minutes 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Service Credit: 
Monthly Uptime Percentage Service Credit 

<99.9% 25% 

<99% 50% 

<95% 100% 
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Azure Bot Service 
Additional Definitions: 
"Azure Bot Service Premium Channel" is a Bot Framework channel in the premium category. 

"Bot" is the developer's Internet facing conversational application which is registered with and is configured to send and receive messages from 

the Azure Bot Service. 

"Bot Framework" is a platform for building, connecting, testing, and deploying powerful and intelligent bots. 

"Client" is the end user facing portion of a Bot. 

"Premium Channels API Endpoint" is a Bot Framework REST API endpoint for Azure Bot Service Premium Channels 

"Total API Requests" is the total number of requests made by the Bot or the Client to the Premium Channel's API Endpoint in a Microsoft Azure 

subscription during a billing month. 

"Failed API Requests" are the total numb~r of requests within Total API Requests that return an Error Code or do not respond within 2 minutes. 

"Monthly Uptime Percentage" is calculated as Total API Requests less Failed API Requests divided by Total API Requests multiplied by 100. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Total AP! Requests-F;1iled AP/ Requests ~~~~.....:....~ ~~~~~.....:....~x100 
Total /JP/ Requests 

The following Service Levels and Service Credits are applicable to Customer's use of the Azure Bot Service Premium Channels. 

Service Levels and Service Credits: 

~@§Miiliiiiii9¥·~DAMi---, 
< 99.9% 10% 

99% 25% 

Azure Cosmos DB 
Additional Definitions: 
"Collection" is a container of JSON documents, and a unit of scale for transactions and queries. 
"Consumed RUs" is the sum of the Request Units consumed by all the requests which are processed by the Azure Cosmos DB Collection in a given 

second. 
"Database Account" is the top-level resource of the Azure Cosmos DB resource model. A Azure Cosmos DB Database Account contains one or more 

databases. 

"Failed Requests" are requests within Total Requests that either return an Error Code or fail to return a Success Code within the maximum upper 

bounds documented in the table below. 

"Failed Read Requests" are requests within Total Read Requests that either return an Error Code or fail to return a Success Code within the 

maximum upper bounds documented in the table below. 

Operation Maximum Upper Bound on Proce,,ing l~LP.ncy 

All Database Account configuration operations 2 Minutes 

Add a new Region 60 Minutes 

Manual Failover 5 Minutes 

Resource Operations 5 Seconds 

Media Operations 60 Seconds 

"Provisioned RUs" is the total provisioned Request Units for a given Azure Cosmos DB Collection for a given second. 
"Rate limited Requests" are requests which are throttled by the Azure Cosmos DB Collection after Consumed RUs have exceeded the Provisioned 

RUs for a partition in the Collection for a given second. 
"Request Unit (RU)" is a measure of t hroughput in Azure Cosmos DB. 
"Resource" is a set of URI addressable entities associated with a Database Account. 

"Successful Requests" are Total Requests minus Failed Requests. 

"Total Read Requests" is the set of all the read requests, including Rate Limited Requests and all the Failed Read Requests, issued against 
esources within a one-hour interval within a given Azure subscription during a billing month. 
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"Total Requests" is the set of all requests, including Rate Limited Requests and alt Failed Requests, issued against Resources within a one-hour 
.terval within a given Azure subscription during a billing month. 

Availability SLA 
"Read Error Rate" is the total number of Failed Read Requests divided by Total Read Requests, across all Resources in a given Azure 
subscription, during a given one-hour interval. If the Total Read Requests in a given one-hour interval is zero, the Read Error Rate for that 
interval is 0%. 
"Error Rate" is the total number of Failed Requests divided by Total Requests, across all Resources in a given Azure subscription, during a given 
one-hour interval. If the Totat Requests in a given one-hour interval is zero, the Error Rate for that interval is 0%. 
"Average Error Rate" for a billing month is the sum of Error Rates for each hour in the billing month divided by the total number of hours in 
the billing month. 
"Average Read Error Rate" for a billing month is the sum of Read Error Rates for each hour in the billing month divided by the total number of 
hours in the billing month. 

Monthly Availability Percentage: For the Azure Cosmos DB Service is calculated by subtracting from 100% the Average Error Rate for a given 
Microsoft Azure subscription in a billing month. The Monthly Availability Percentage is represented by the following formula: 

100% -Average Error Rate 

Service Credit: 

r--:·ll§fM§ffli&iidi,li&·~id&d~ 
<99.99% 10% 

< 99% 25% 

Monthly Availability Percentage: For the Azure Cosmos DB Service with multiple regions is calculated by subtracting from 100% the Average 
Read Error Rate for a given Microsoft Azure subscription in a billing month. Monthly Read Availability Percentage is represented by the 
following formula: 

100% - Average Read Error Rate 

Service Credit: 

~lbiWMMiliiiiiiii--r---lJMMI~ 
< 99.999% 10% 

Throughput SLA 
"Throughput Failed Requests" are requests which are throttled by the Azure Cosmos DB Collection resulting in an Error Code, before 
Consumed RUs have exceeded the Provisioned RUs for a partition in the Collection for a given second. 
"Error Rate" is the total number of Throughput Failed Requests divided by Total Requests, across all Resources in a given Azure subscription, 
during a given one-hour interval. lf the Total Requests in a given one-hour interval is zero, the Error Rate for that interval is 0%. 
"Average Error Rate" for a billing month is the sum of Error Rates for each hour in the billing month divided by the total number of hours in 
the billing month. 

"Monthly Throughput Percentage" for the Azure Cosmos DB Service is calculated by subtracting from 100% the Average Error Rate for a given 
Microsoft Azure subscription in a billing month. Monthly Throughput Percentage is represented by the following formula: 

100% -Average Error Rate 
Service Credit: 

~MIMll11MiidiilMi~IIHIIMb~ < 99.99% 10% 

B% 

Consistency SLA 
"K" is the number of versions of a given document for which the reads lag behind the writes. 
"T" is a given time interval. 
"Consistency Level" is the setting for a particular read request that supports consistency guarantees. The following table captures the 
guarantees associated with the Consistency Levels. 
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Con,1,tencv Level Consistency GuarJntees 

Strong Linea rizability 

Sessions Read Your Own Write (within write region) 

Monotonic Read 
Consistent Prefix 

Bounded Staleness Read Your Own Write (within write region) 

Monotonic Read (within a region) 

Consistent Prefix 

Staleness Bound < K, T 

Consistent Prefix Consistent Prefix 

Eventual Eventual 

"Consistency Violation Rate" is Successful Requests that could not be delivered when performing the consistency guarantees specified for the 
chosen Consistency Level divided by Total Requests, across all Resources in a given Azure subscription, during a given one-hour interval. If the 
Total Requests in a given one-hour interval is zero, the Consistency Violation Rate for that interval is 0%. 
"Average Consistency Violation Rate" for a billing month is the sum of Consistency Violation Rates for each hour in the billing month divided 
by the total number of hours in the billing month. 

"Monthly Consistency Attainment Percentage" for the Azure Cosmos DB Service is calculated by subtracting from 100% the Average 
Consistency Violation Rate for a given Microsoft Azure subscription in a billing month. 

Monthly Consistency Percentage: For the Azure Cosmos DB Service is calculated by subtracting from 100% the Average Consistency Violation 
Rate for a given Microsoft Azure subscription in a billing month. The Monthly Consistency Percentage is represented by the following formula: 

100% • fl verage Consistency Violation Rate 

Service Credit: 

r---Mih@iii,,M@ii*~Mdl!Wd~ 
< 99.99% 10% 

25% 

Latency SLA 
" Application" is a Azure Cosmos DB application deployed within a local Azure region using the Azure Cosmos DB client SOK configured with 
TCP direct connectivity for a given Microsoft Azure subscription in a billing month. 
"N" is the number of Successful Requests for a given Application performing either document read or document write operations with a 
payload size less than or equal to 1 KB in a given hour. 
"S" is the latency-sorted set of Successful Request response times in ascending order for a given Application performing document read or 
document write operations with a payload size less than or equal to 1 KB in a given hour. 

"Ordinal Rank" is the 99th percentile using the nearest rank method represented by the following formula: 

99 
Ordinal Rank= 

100 
x N 

"P99 Latency" is the value at the Ordinal Rank of S. 
"Excessive Latency Hours" is the total number of one-hour intervals during which Successful Requests submitted by an Application resulted in 
a P99 Latency greater than or equal to lOms for document read or lSms for document write operations. If the number of Successful Requests 
in a given one-hour interval is zero, the Excessive Latency Hours for that interval is O. 
" Average Excessive Latency Rate" for a billing month is the sum of Excessive Latency Hours divided by the total number of hours in the billing 

month. 

"Monthly P99 Latency Attainment Percentage" for a given Azure Cosmos DB Application is calculated by subtracting from 100% the Average 
Excessive Latency Rate for a given Microsoft Azure subscription in a billing month. Monthly P99 Latency Attainment Percentage is represented 
by the following formula:: 

100% • Average Excessive Latency Rate 
Service Credit: 

r--&MIIHWIIAIU,MMl@Lii~lidiii3ib~ 
<99.99% 10% 

<99% 25% 
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Azure Functions 
For Function Apps running on App Service Plans we guarantee that the associated Functions compute will be available 99.95% of the time. 
No SLA is provided for Functions Apps running under Consumption Plans. 

Additional Definitions: 
"Deployment Minutes" is the total number of minutes that a given Function App is available to be triggered during a billing month. Deployment 
Minutes are measured based on the total time that the service is available to trigger a function execution and not based on the potential number 

of Function executions that might be triggered during a given month. 
"Maximum Available Minutes" is the sum of all Deployment Minutes across all Function Apps deployed by Customer in a given Microsoft Azure 

subscription during a billing month. 
"Function App" is an individual Function deployed on an App Service Plan with an associated trigger. 

24 

"Downtime" The total accumulated Deployment Minutes, across the Function App deployed by a customer in a given Microsoft Azure subscription, 

during which the Function App is unavailable to be triggered. A minute is considered unavailable for a given Function App when there is no 

connectivity between the App Service Plan on which the Function App is hosted and Microsoft's Internet gateway. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

M,1xhnum Available Minutes-Downtime 
Max1inum II vailable Minutes x 1 

OO 

Service Levels and Service Credits: 

r----dWl,iiidiMii~dHMih~ < 99.95% 10% 

< 99% 25% 

Azure Load Balancer 
Additional Definitions: 
"Load Balanced Endpoint" is an IP address and associated IP transport port definition. 
"Healthy Virtual Machine" is a Virtual Machine which returns a Success Code for the health probe sent by the Azure Standard Load Balancer. The 
Virtual Machine must have Network Security Group rules permitting communication with the load balanced port. 
"Connectivity" is bi-directional network traffic over supported IP transport protocols that can be sent and received from any IP address configured 

to allow traffic. 
"Maximum Available Minutes" is the total number of minutes that a given Azure Standard Load Balancer (serving two or more Healthy Virtual 
Machines) has been deployed by Customer in a Microsoft Azure subscription during a billing month. 
"Downtime" is the total number of minutes within Maximum Available Minutes during which the given Azure Standard Load Balancer is 
unavailable. A minute is considered unavailable if all Healthy Virtual Machines have no Connectivity through the Load Balanced Endpoint. 
Downtime does not include minutes resulting from SNAT port exhaustions. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Maximum Available Minutes-Downtime 
Maximum Available Minutes x lOO 

Service Levels and Service Credits are applicable to Customer's use of Azure Load Balancer: 

r----iElluMMilii!~liMMi--, < 99.99% 10% 

< 99.9% 25% 

Service Level Exceptions: The Basic Load Balancer is not covered by this SLA. 
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Azure Monitor 
Additional Definitions: 
"Action Group" is a collection of actions deployed by Customer in a given Microsoft Azure subscription which defines preferred notification 
delivery methods. 
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"Deployment Minutes" is the total number of minutes that a given Action Group has been deployed by Customer in Microsoft Azure subscription 
during a billing month. 
"Maximum Available Minutes" is the sum of all Deployment Minutes across all Action Groups deployed by Customer in a given Microsoft Azure 
subscription during a billing month. 

Downtime: is the total accumulated Deployment Minutes, across all Action Groups, during which the Action Group is unavailable. A minute is 
considered unavailable for a given Action Group if all continuous attempts to send alerts or perform registration management operations with 
respect to the Action Group throughout the minute either return an Error Code or do not result in a Success Code within five minutes. 

Monthly Uptime Percentage: is calculated as Maximum Available Minutes less Downtime divided by Maximum Available Minutes in a billing month 

for a given Microsoft Azure subscription. Monthly Uptime Percentage is represented by the following formula: 

Maximum Available Minutes-Downtime 
AA • A ., b/, M. . X 100 ,.,axmwm vB1,a e mutes 

Service Levels and Service Credits: 

r-i--wfiiMll,Jikiili,l!&--,----968Md---, 
< 99.9% 10% 

99% 25% 

Azure Monitor Alerts 
dditional Definitions: 

'Alert Rule'' is a collection of signal criteria used to generate alerts using monitoring event data already available to Alert Service for analysis. 
"Maximum Available Minutes" is the total number of minutes which Alert Rule(s) are deployed by Customer in a given Microsoft Azure 
subscription during a billing month. 
"Downtime" is the total number of minutes within Maximum Available Minutes during which the Alert Rule is unavailable. A minute is considered 
unavailable for a given Alert Rule if all continuous attempts to analyze telemetry signals for resources defined within the Alert Rule throughout the 
minute either return an Error Code or do not result in a Success Code within five minutes from scheduled Alert Rule start time. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Maximum A vai/able Minutes-Downtime 
.,, . A ., b/, .,,. x 100 ,,,ax,mum va,,a e ,,,mutes 

Service Levels and Service Credits are applicable to Customer's use of Azure Monitor Alerts: 

~BIWNf!iMtM,iii--,----'10!'1---, 
<99% 25% 

Azure Monitor Notification Delivery 
Additional Definitions: 
"Action Group" is a collect ion of actions that defines preferred notification delivery methods. 
"Maximum Available Minutes" is the total number of minutes which Action Group(s) are deployed by Customer in a given Microsoft Azure 
subscription during a billing month. 
"Downtime" is the total number of minutes within Maximum Available Minutes during which the Action Group is unavailable. A minute is 
·onside red unavailable for a given Action Group if all continuous attempts to send alerts or perform registration management operations with 
~spect to the Action Group throughout the minute either return an Error Code or do not result in a Success Code within five minutes. 
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Jonthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

M,1xim um A vai/able Mi11utes-Downtime 

M. . A ., b ' M. X 100 axunum va/la ,e mutes 

licable to Customer's use of Azure Monitor Notification Delivery: 

<99% 25% 

Azure Security Center 
Additional Definitions: 
"Protected Node" is a Microsoft Azure resource, counted as a node for billing purposes that is configured for the Azure Security Center Standard 

Tier 

"Security Monitoring" is the assessment of a Protected Node resulting in potential findings such as security health status, recommendations, and 

security alerts, exposed in Azure Security Center. 

"Maximum Available Minutes" is the total number of minutes during a billing month that a given Protected Node has been deployed and 
configured for Security Monitoring. 

"Downtime" is the total accumulated minutes during a billing month for which Security Monitoring information of a given Protected Node is 

unavailable. A minute is considered unavailable for a given Protected Node if all continuous attempts to retrieve Security Monitoring information 

throughout the minute result in either an Error Code or do not return a Success Code within two minutes. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Maxi.m1Lm Available Minutes - Downtime 
----------------x 100 

Maximum Available M imites 

Service Credit: 

Batch Service 
Additional Definitions: 
"Average Error Rate" for a billing month is the sum of Error Rates for each hour in the billing month divided by the total number of hours in the 

billing month. 
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"Error Rate" is the total number of Failed Requests divided by Total Requests during a given one-hour interval. If the Total Requests in a given one­

hour interval is zero, the Error Rate for that interval is 0%. 
"Excluded Requests" are requests that result in an HITP 4xx status code, other than an HITP 408 status code. 

"Failed Requests" is the set of all requests within Total Requests that either return an Error Code or an HITP 408 status code or fail to return a 

Success Code within S seconds. 

"Total Requests" is the total number of authenticated REST API requests, other than Excluded Requests, to perform operations against Batch 
accounts attempted within a one-hour interval within a given Azure subscription during a billing month. 

Monthly Uptime Percentage: for the Batch Service is calculated by subtracting from 100% the Average Error Rate for a given Microsoft Azure 
subscription in a billing month. The "Average Error Rate" for a billing month is the sum of Error Rates for each hour in the billing month divided by 

the total number of hours in the billing month. Monthly Uptime Percentage is represented by the following formula: 

Monthly Uptime%= 100% -Average Error Rate 
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o:ervice Credit: 

..-eiihMl&liiiii®4¥J~IJMMB~ 
I c~ ~ 

25% 

Backup Service 
Additional Definitions: 
"Backup" or "Back Up" is the process of copying computer data from a registered server to a Backup Vault. 

"Backup Agent" refers to the software installed on a registered server that enables the registered server to Back Up or Restore one or more 
Protected Items. 

"Backup Vault" refers to a container in which you may register one or more Protected Items for Backup. 

"Deployment Minutes" is the total number of minutes during which a Protected Item has been scheduled for Backup to a Backup Vault. 

"Failure" means that either the Backup Agent or the Service fails to fully complete a properly configured Backup or Recovery operation due to 
unavailability of the Backup Service. 

"Maximum Available Minutes" is the sum of all Deployment Minutes across all Protected Items for a given Microsoft Azure subscription during a 
billing month. 

"Protected Item" refers to a collection of data, such as a volume, database, or virtual machine that has been scheduled for Backup to the Backup 
Service such that it is enumerated as a Protected Item in the Protected Items tab in the Recovery Services section of the Management Portal. 

"Recoverv" or "Restore" is the process of restoring computer data from a Backup Vault to a registered server. 

Downtime: The total accumulated Deployment Minutes across all Protected Items scheduled for Backup by you in a given Microsoft Azure 
subscription during which the Backup Service is unavailable for the Protected Item. The Backup Service is considered unavailable for a given 
Protected Item from the first Failure to Back Up or Restore the Protected Item until the initiation of a successful Backup or Recovery of a Protected 
Item, provided that retries are continually attempted no less frequently than once every thirty minutes . 

. ~onthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula : 

BizTalk Services 
Additional Definitions: 

Maximum II vailable Minutes-Downtime 
~~~~~~~~~~~~~ x100 

Maximum Available Minutes 

"BizTalk Service Environment" refers to a deployment of the BizTalk Services created by you, as represented in the Management Portal, to which 
you may send runtime message requests. 

"Deployment Minutes" is the total number of minutes that a given BizTalk Service Environment has been deployed in Microsoft Azure during a 
billing month. 

"Maximum Available Minutes" is the sum of all Deployment Minutes across all BizTalk Service Environments deployed by you in a given Microsoft 
Azure subscription during a billing month. 

"Monitoring Storage Account" refers to the Azure Storage account used by the BizTalk Services to store monitoring information related to the 
execution of the BizTalk Services. 

Downtime: The total accumulated Deployment Minutes, across all BizTalk Service Environments deployed by you in a given Microsoft Azure 
subscription, during which the BizTalk Service Environment is unavailable. A minute is considered unavailable for a given BizTalk Service 
Environment when there is no connectivity between your BizTalk Service Environment and Microsoft's Internet gateway. 

tonthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 
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Service Credit: 

Maximum Available Minutes-Downtime 
~~~~~~~~~~~~~~ x100 

Maximum Available Minutes 
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~rii15Ui,¥4111Pf~iidl&O~ 
<99.9% 10% 

<99% 25% 

Service Level Exceptions: The Service Levels and Service Credits are applicable to your use of the Basic, Standard, and Premium tiers of the BizTalk 
Services. The Developer tier of the Microsoft Azure BizTalk Services is not covered by this SLA. 

Additional Terms: When submitting a claim, you must ensure that complete monitoring data is maintained within the Monitoring Storage Account 

and is made available to Microsoft. 

Cache Services 
Additional Definitions: 
"Cache" refers to a deployment of the Cache Service created by you, such that its Cache Endpoints are enumerated in the Cache tab in the 

Management Portal. 

"Cache Endpoints" refers to endpoints through which a Cache may be accessed. 

"Deployment Minutes" is the total number of minutes that a given Cache has been deployed in Microsoft Azure during a billing month. 

"Maximum Available Minutes" is the sum of all Deployment Minutes across all Caches deployed by you in a given Microsoft Azure subscription 

during a billing month. 

Downtime: The total accumulated Deployment Minutes, across all Caches deployed by you in a given Microsoft Azure subscription, during which 
the Cache is unavailable. A minute is considered unavailable for a given Cache when there is no connectivity throughout the minute between one 

·r more Cache Endpoints associated with the Cache and Microsoft's Internet gateway. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula : 

Service Credit: 

Maximum A val/able Minutes-Downtime 
~~~~~~~--,-~~~~~ x100 

Maximum A Vclilable Minutes 

r----ii,i@IJ&~HIMI~ < 99.9% 10% 

< 99% 25% 

Service Level Exceptions: The Service Levels and Service Credits are applicable to your use of the Cache Service, which includes the Azure Managed 
Cache Service or the Standard tier of the Azure Redis Cache Service. The Basic tier of the Azure Redis Cache Service is not covered by this SLA. 

CON Service 
Downtime: To assess Downtime, Microsoft will review data from any commercially reasonable independent measurement system used by you. 

You must select a set of agents from the measurement system's list of standard agents that are generally available and represent at least five 

geographically diverse locations in major worldwide metropolitan areas (excluding PR of China). 

Measurement System tests (frequency of at least one test per hour per agent) will be configured to perform one HTIP GET operation according to 

the model below: 

( 

1. A test file will be placed on your origin (e.g., Azure Storage account). 
2. The GET operation will retrieve the file through the CDN Service, by requesting the object from the appropriate Microsoft Azure domain 

name hostname. 
3. The test file will meet the following criteria: 
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i. The test ob;ect will allow caching by including explicit "Cache-control: public" headers, or lack of "Cache-Control: private" header. 
ii. The test object will be a file at least 50KB in size and no larger than 1MB. 
iii. Raw data will be trimmed to eliminate any measurements that came from an agent experiencing technical problems during the 

measurement period. 

Monthly Uptime Percentage: The percentage of HTIP transactions in which the CDN responds to client requests and delivers the requested 
content without error. Monthly Uptime Percentage of the CON Service is calculated as the number of times the object was delivered successfully 
divided by the total number of requests (after removing erroneous data). 
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Service Credit: 

r---"ibWll11il#MA__,.....-d&Mi~ 
<99.9% 10% 

<99.5% 25% 

Cloud Services 
Additional Definitions: 
"Cloud Services" refers to a set of compute resources utilized for Web and Worker Roles. 
"Role Instance Connectivity" is bi-directional network traffic between the role instance and other IP addresses using TCP or UDP network protocols 
in which the role instance is configured for allowed traffic. The IP addresses can be IP addresses in the same Cloud Service as the virtual machine, IP 
addresses within the same virtual network as the virtual machine or public, routable IP addresses. 
"Maximum Available Minutes" is the total accumulated minutes during a billing month for all Internet facing roles that have two or more instances 
deployed in different Update Domains. Maximum Available Minutes is measured from when the Tenant has been deployed and its associated roles 
have been started resultant from action initiated by Customer to the time Customer has initiated an action that would result in stopping or deleting 

the Tenant. 
"Tenant" represents one or more roles each consisting of one or more role instances that are deployed in a single package. 
"Update Domain" refers to a set of Microsoft Azure instances to which platform updates are concurrently applied. 
Web Role" is a Cloud Services component run in the Azure execution environment that is customized for web application programming as 

supported by IIS and ASP.NET. 
"Worker Role" is a Cloud Services component run in the Azure execution environment that is useful for generalized development, and may 

perform background processing for a Web Role. 

Downtime: The total accumulated minutes that are part of Maximum Available Minutes that have no Role Instance Connectivity. 

Monthly Uptime Percentage: Monthly Uptime Percentage is represented by the following formula: 

(Maximum AvaiMble Minutes-Downtime) 
Monthly Uptime%= .,, . A 'I. b' M. X 100 ,.,ax,mum va, a ,e mutes 

Service Credit: 

r---411N11Biili#iii&__,.....-AMMi~ 
< 99.95% 10% 

<99% 25% 

Container Registry 
Additional Definitions: 
"Managed Registry" is any instance of Basic, Standard or Premium Container Registry. 
"Registry Endpoint" is the host name from which a given Managed Registry is accessed by clients to perform Container Registry related operations. 
"Registry Transactions" is the set of transaction requests sent from the client to the Registry Endpoint . 
"Maximum Available Minutes" is the total number of minutes that a given Managed Container Registry has been deployed by Customer in a 

Microsoft subscription during a billing month. 
"Downtime" is the total number of minutes within Maximum Available Minutes during which Managed Registry is unavailable. A minute is 
·onsidered unavailable if all continuous attempts to send Registry Transactions receive an Error Code or do not respond within the Maximum 

rocessing Time outlined in the table below. 
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Transaction Types Maximum Processing Time 

List {Repository, Manifests, Tags) 
Others 

8 Minutes 
1 Minute 

"Monthly Uptime Percentage" for Managed Container Registry is calculated using the following formula : 

(M(1ximwn Available Minutes - Downtime) 
Monthly Uptime% = . . x 100 

Maximum Available Minutes 

Service Credit: 
h&di5tiffiiftti4§t%4,it@~ Hmamu 

< 99.9% 10% 

<99% 25% 

Data Catalog 
Additional Definitions: 
"Deployment Minutes" is the total number of minutes for which a Data Catalog has been purchased during a billing month. 

"Entries" means any catalog object registration in the Data Catalog (such as a table, view, measure, cluster or report). 
"Maximum Available Minutes" is the sum of all Deployment Minutes for the Data Catalog associated with a given Microsoft Azure subscription 

during a billing month. 
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Downtime: is the total accumulated Deployment minutes, during which the Data Catalog is unavailable. A minute is considered unavailable for a 
given Data Catalog if all attempts by administrators to add or remove users to the Data Catalog or all attempts by users to execute API calls to the 
Data Catalog for registering, searching, or deleting Entries either result in an Error Code or do not return a response within five minutes. 

1onthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Maximum Available Minutes-Downtime 
AA • A ·/ b' M. x 100 ,.,ax,mum va1ta ,e mutes 

Service Credit: 

r--i•H?!!!Ji4¥~14!f¥i~ 
< 99% 25% 

Data Factory - Activity Runs 
Additional Definitions: 
"Activity Run" means the execution or attempted execution of an activity 
"Delayed Activity Runs" is the total number of attempted Activity Runs in which an activity fails to begin executing within four (4) minutes after the 
time at which it is scheduled for execution and all dependencies that are prerequisite to execution have been satisfied. 
"Total Activity Runs" is the total number of Activity Runs attempted du ring in a billing month for a given Microsoft Azure Subscription. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Total Acti"vity Runs - Delayed Activty Huns 

T l A 
. . R x 100 ow ,ct1.v1ty uns 

Service Credit: 

~iiiii,,liiiiii,iM~WMh~ 
< 99.9% 10% 

<99% 25% 
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Data Factory-AP! Calls 
Additional Definitions: 
"Excluded Requests" is the set of requests within that result in an HTIP 4xx status code, other than an HTIP 408 status code. 
"Failed Requests" is the set of all requests within Total Requests that either return an Error Code or an HTIP 408 status code or otherwise fail to 
return a Success Code within two minutes. 
"Resources" means pipelines, data sets, and linked services created within a Data Factory. 

31 

"Total Requests" is the set of all requests, other than Excluded Requests, to perform operations against Resources within active pipelines during a 
billing month for a given Microsoft Azure subscription. 

Monthly Uptime Percentage: of the API calls made to the Data Factory Services is calculated as Total Requests less Failed Requests divided by t otal 
Requests in a billing month for a given Microsoft Azure subscription. Monthly Uptime Percentage is represented by the following formula: 

(Total Requests - Failed Requests) 
Monthly Uptime%= T l R ota equests 

Service Credit: 
The following Service Credits are applicable to Customer's use of API calls within the Data Factory Service 

r-----lMMIMll#IMJIN-~HIMI~ <99.9% 10% 

<99% 2S% 

Data Lake Analytics 
Additional Definitions: 
Total Operations" is the total number of authenticated operations attempted within a one-hour interval across all Data Lake Analytics accounts in 

.i given Azure subscription during a billing month. 
"Failed Operations" is the set of all operations within Total Operations that either return an Error Code or fail to return a Success Code within 5 
minutes for account creation and deletion and 25 seconds for all other operations with an additional 2 seconds per MB for operations with 

payload. 
"Error Rate" is the total number of Failed Operations divided by Total Operations during a given one-hour interval. If the Total Operations in a one­
hour interval is zero, the Error Rate for that interval is 0%. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

100% ·Average Error Rate 

Service Credit: 

r----*Mliib4?J;,,ji&iHiii~.;;7,,;i!i~ 
<~% ~% 

Data lake Store 
Additional Definitions: 
"Total Operations" is the total number of authenticated operations attempted within a one-hour interval across all Data Lake Store accounts in a 
given Azure subscription during a billing month. 
"Failed Operations" is the set of all operations within Total Operations that either return an Error Code or fail to return a Success Code within 5 
minutes for account creation and deletion, 2 seconds per file for operations on multiple files, 2 seconds per MB for data transfer operations, and 2 
seconds for all other operations. 
"Error Rate" is the total number of Failed Operations divided by Total Operations during a given one-hour interval. If the Total Operations in a one­

"lour interval is zero, the Error Rate for that interval is 0%. 
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'11onthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

100% -Average Error Rate 
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Service Credit: 

~41,,1¥1164#-~h&&llii~ 
<99.9% 10% 

99% 25% 

Event Grid 
Additional Definitions: 
"Maximum Available Minutes" is the total number of minutes that an Event Grid has been deployed by Customer in a Microsoft Azure subscription 

during a billing month. 

"Downtime" is the total number of minutes within Maximum Available Minutes across all Event Grids deployed by Customer in a given Microsoft 

Azure subscription during which Event Grid is unavailable. A minute is considered unavailable for a given Event Grid if all requests to publish a 

message either return an Error Code or do not result in a Success Code within one minute. 

"Monthly Uptime Percentage": The Monthly Uptime Percentage is calculated using the following formula: 

Maximum Available Minutes - Downtime 
Maximum Available Mimites 

X 100 

Service Credit: 

~iiifflilleli¥elPi~4Giiii~ 
<99.99% 10% 

<99% 25% 

ExpressRoute 
Additional Definitions: 
"Dedicated Circuit" means a logical representation of connectivity offered through the ExpressRoute Service between your premises and Microsoft 
Azure through an ExpressRoute connectivity provider, where such connectivity does not traverse the public Internet. 

"Ma,<imum Available Minutes" is the total number of minutes that a given Dedicated Circuit is linked to one or more Virtual Networks in Microsoft 
Azure during a billing month in a given Microsoft Azure subscription. 

"Virtual Network" refers to a virtual private network that includes a collection of user-defined IP addresses and subnets that form a network 
boundary within Microsoft Azure. 

"VPN Gateway" refers to a gateway that facilitates cross-premises connectivity between a Virtual Network and a customer on-premises network. 

"Downtime" is the total accumulated minutes during a billing month for a given Microsoft Azure subscription during which the Dedicated Circuit is 
unavailable. A minute is considered unavailable for a given Dedicated Circuit if all attempts by you within the minute to establish IP-level 
connectivity to the VPN Gateway associated with the Virtual Network fail for longer than thirty seconds. 

"Monthly Uptime Percentage" is calculated using the following formula : 

Maximum Available Minutes-Downtime 
- - ------------ X 100 

Maximum Available Minutes 

Service Credit The following Service Levels and Service Credits are applicable to Customer's use of each Dedicated Circuit within the ExpressRoute 

Service. 

~IE&iiiidi¥eli&----r---1MiiiB~ <99.95% 10% 

<99% 25% 
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HDlnsight 
Additional Definitions: 
"Cluster Internet Gateway" means a set of virtual machines within an H Dlnsight Cluster that proxy all connectivity requests to the Cluster. 

"Deployment Minutes" is the total number of minutes that a given HDlnsight Cluster has been deployed in Microsoft Azure. 

"HDlnslght Cluster" or "Cluster" means a collection of virtual machines running a single instance of the HDI nsight Service. 

"Maximum Available Minutes" is the sum of all Deployment Minutes across all Clusters deployed by you in a given Microsoft Azure subscription 

during a billing month. 

Downtime: The total accumulated Deployment Minutes when the HDlnsight Service is unavailable. A minute is considered unavailable for a given 
Cluster if all continual attempts within the minute to establish a connection to the Cluster Internet Gateway fail. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Maximum Available Minutes-Downtime 
-------------- X 100 

Maximum Available Minutes 

Service Credit: 
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r---MiMWiii#ii,iiii~U&liiiib~ < 99.9% 10% 

2S% 

Hockey App 
t\dditional Definitions: 
HockeyApp Dashboard" means the web interface provided to developers to view and manage applications using the HockeyApp Service. 

"Maximum Available Minutes" is the total number of minutes in a billing month. 

Downtime: is the total accumulated minutes in a billing month during which the HockeyApp Service is unavailable. A minute is considered 
unavailable if all continuous HTTP requests to the HockeyApp Dashboard or to the HockeyApp API throughout the minute either result in an Error 
Code or do not return a response within one minute. For purposes of the HockeyApp API, HITP response codes 408,429, SOO, S03, and 511 are not 

considered Error Codes. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Service Credit: 

Maximum A vaJJable M1iwtes-D0wntime 
--- - - --- --~~~ xlOO 

Maxh1111m Available Minutes 

r-----GMWlluSii@M~l&IMb~ < 99.9% 10% 

< 99% 25% 

loT hub 
Additional Definitions: 
"Deployment Minutes" is the total number of minutes that a given lol hub has been deployed in Microsoft Azure during a billing month. 

"Device Identity Operations" refers to create, read, update, and delete operations performed on the device identity registry of an !oT hub. 

"Maximum Available Minutes" is the sum of all Deployment Minutes across all loT hubs deployed in a eiven Microsoft Awr~ subscription during a 

billing month. 
"Message" refers to any content sent by a deployed loT hub to a device registered to the loT hub or received by the loT hub from a registered 

evice, using any protocol supported by the Service. 
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owntime: The total accumulated Deployment Minutes, across all loT hubs deployed in a given Microsoft Azure subscription, during which the loT 
nub is unavailable. A minute is considered unavailable for a given loT hub if all continuous attempts to send or receive Messages or perform Device 
Identity Operations on the loT hub throughout the minute either return an Error Code or do not result in a Success Code within five minutes. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Maximum Available Minutes-Downtime 
-------------- X 100 

Maximum A v,1ilahle Minutes 

Service Credit: 

~iMll,JlliiMJl·~ZIM~ 
< 99.9% 10% 

<99% 25% 

Tl 

Key Vault 
Additional Definitions: 
"Deployment Minutes" is the total number of minutes that a given key vault has been deployed in Microsoft Azure during a billing month. 

"Excluded Transactions" are transactions for creating, updating, or deleting key vaults, keys, or secrets. 

"Maximum Available Minutes" is the sum of all Deployment Minutes across all Key Vaults deployed by you in a given Microsoft Azure subscription 
during a billing month. 

Downtime: is the total accumulated Deployment Minutes, across a II key vaults deployed by Customer in a given Microsoft Azure subscription, 
during which the key vault is unavailable. A minute is considered unavailable for a given key vault if all continuous attempts to perform 
transactions, other than Excluded Transactions, on the key vault throughout the minute either return an Error Code or do not result in a Success 
Code within 5 seconds from Microsoft's receipt of the request. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Service Credit: 

Maxlim1m Available Min11tes-Oow11hi11e 
-----~-~~~~~~ x100 

Maximum Available Minutes 

r----BiiiMll,&iiiM,liii~liMi--, 
< 99.9% 10% 

2S% 

Log Analytics 
Additional Definitions: 
"Batch" means a group of Log Data entries that are either uploaded to the Log Analytics Service or read from storage by the Log Analytics Service 
within a given period of time. Batches queued for indexing are displayed in the usage section of the Management Portal. 

"Log Data" refers to information regarding a supported event, such as IIS and Windows events, that is logged by a computer and for which the Log 
Analytics Service has been configured to be processed by the Service index. 
"Delayed Batches" is the total number of Batches within Total Queued Batches that fail to complete indexing within six hours of the Batch being 
queued. 
"Total Queued Batches" is the total number of Batches queued for indexing by the Log Analytics Service during a given billing month. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Total Queued Batches - Delayed Batches __ __:_ _______ --''----~ xlOO 
Total Qiteue<l Batches 
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'-ervice Credit: 

...... dliflilNll,ikiM,IF@·......,........idl&Ji.--, I <99.9% 10% 

<99% 25% 

LogicApps 
Additional Definitions: 
"Deployment Minutes" is the total number of minutes that a given Logic App has been set to running in Microsoft Azure during a billing month. 
Deployment Minutes is measured from when the Logic App was created or Customer initiated an action that would result in running the Logic App 
to the time Customer initiated an action that would result in stopping or deleting the Logic App. 
"Maximum Available Minutes" is the sum of all Deployment Minutes across all Logic Apps deployed by Customer in a given Microsoft Azure 
subscription during a billing month. 

"Downtime" The total accumulated Deployment Minutes, across all Logic Apps deployed by Customer in a given Microsoft Azure subscription, 
during which the logic App is unavailable. A minute is considered unavailable for a given Logic App when there is no connectivity between the Logic 
App and Microsoft's Internet gateway. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula : 

Maximum Available Minutes - Downtime 

M . A 'lb/ M. xlOO axonum vat a e mutes 

Service Credit: 

~Mill,liii&SJl@......,........i&Wi.--, 
<99.9% 10% 

<99% 25% 

Azure Machine Learning Studio- Batch Execution Service (BES) and Management APls Service 
Additional Definitions: 
"Failed Transactions" is the set of all requests within Total Transaction Attempts that return an Error Code. 

"Total Transaction Attempts" is the total number of authenticated REST BES and Management API requests by you during a billing month for a 
given Microsoft Azure subscription. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Service Credit: 

Total Transaction Attempts - Failed Transactions 
----------'----------x100 

Total Transaction Attempts 

r----libMiliiiiMJNJ1......,........NMIINU~ 
<99.9% 10% 

<99% 25% 

Service Level Exceptions: Service Levels and Service Credits are applicable to your use of the Azure Machine Learning Studio BES and Management 
APl Service. The Free Azure Machine Learning Studio tier is not covered by this SLA. 

Azure Machine Learning Studio - Request Response Service (RRS) __;. ___ _ _;_ _________________________ _ 
Additional Definitions: 
"Failed Transactions" is the set of all requests within Total Transaction Attempts that return an Error Code. 
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'{Total Transaction Attempts" is the total number of authenticated REST RRS and Management API requests by you during a billing month for a 
'ven Microsoft Awre subscription. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Total Transaction Attempts - Failed Transactions 
. X 100 

Total Transaction Attempts 
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Service Credit: 

i----dMWfu,lddi,P~JGMii~ 
<99.95% 10% 

. <99% 25% 

Service Level Exceptions: Service Levels and Service Credits are applicable to your use of the Azure Machine Learning Studio RRS and Management 
API Service. The Free Azure Machine Learning Studio tier is not covered by ·this SLA. 

Media Services-Content Protection Service 
Additional Definitions: 
"Failed Transactions" are all Valid Key Requests included in Total Transaction Attempts that result in an Error Code or otherwise do not return a 
Success Code within 30 seconds after receipt by the Content Protection Service. 

''Total Transaction Attempts" are all Valid Key Requests made by you during a billing month for a given Azure subscription. 
"Valid Key Requests" are all requests made to the Content Protection Service for existing content keys in a Customer's Media Service. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Total '/'ransaction Attempts - Failed Transactions 
'l' l 'f . A x lOO ota ransactwn ttempts 

Service Credit: 

r--·'"~~:?"'iiii-~1!*'~ 
Media Services- Encoding Service 

Additional Definitions: 
"Encoding" means the processing of media files per subscription as configured in the Media Services Tasks. 

"Failed Transactions" is the set of all requests within Total Transaction Attempts that do not return a Success Code within 30 seconds from 
Microsoft's receipt of the request. 

"Media Service" means an Azure Media Services account, created in the Management Portal, associated with your Microsoft Azure subscription. 
Each Microsoft Azure subscription may have more than one associated Media Service. 

"Media Services Task" means an individual operation of media processing work as configured by you. Media processing operations involve 
encoding and converting media files. 

"Total Transaction Attempts" is the total number of authenticated REST API requests with respect to a Media Service made by you during a billing 
month for a subscription. Total Transaction Attempts does not include REST API requests that return an Error Code that are continuously repeated 
within a five-minute window after the first Error Code is received. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula : 

Total Transac.tinn AttP.mpts - Failed Transactions 
. . X 100 

Tot.al Transaction l\ ttempts 
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~ervice Credit: 

....... INMWll,,Ail@,lili·~IJZMB~ 
I <99.9% 10% 

< 99% 25% 

Media Services - Indexer Service 
Additional Definitions: 
"Encoding Reserved Unit" means encoding reserved units purchased by the customer in an Azure Media Services account 

"Failed Transactions" is the set of Indexer Tasks within Total Transaction Attempts that either, a) do not complete within a time period that is 3 
times the duration of the input file, orb) do not start processing within S minutes of the time that an Encoding Reserved Unit becomes available for 
use by the Indexer Task. 
"Indexer Task" means a Media Services Task that is configured to index an MP3 input file with a minimum five-minute duration. 

"Total Transaction Attempts" is the total number of Indexer Tasks attempted to be executed using an available Encoding Reserved Unit by 
Customer during a billing month for a subscription. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Total Transaction Attempts - Failed Transactions 
Total Transaction Attempts x lOO 

Service Credit: 

~IINMWll11iililiiA~iiMIMi~ 
<99.9% 10% 

25% 

Media Services - Live Channels 
Additional Definitions: 
"Channel" means an end point within a Media Service that is configured to receive media data. 

"Deployment Minutes" is the total number of minutes that a given Channel has been purchased and allocated to a Media Service and is in a 
running state during a billing month. 
"Maximum Available Minutes" is the sum of all Deployment Minutes across all Channels purchased and allocated to a Media Service during a 
billing month. 
"Media Service" means an Azure Media Services account, created in the Management Portal, associated with your Microsoft Azure subscription. 
Each Microsoft Azure subscription may have more than one associated Media Service. 

Downtime: The total accumulated Deployment Minutes when the live Channels Service is unavailable. A minute is considered unavailable for a 
given Channel if the Channel has no External Connectivity during the minute. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula : 

Service Credit: 

Maximum Available Minutes-Downtime 
~ ------------- x100 

Maximum Avai/,1ble Mjnutes 

r----•1ne1,11aw,11@·~i@Wa~ 
<99.9% 10% 

99% 25% 
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Media Services - Streaming Service 
Additional Definitions: 
"Deployment Minutes" is the total number of minutes that a given Streaming Unit has been purchased and allocated to a Media Service during a 
billing month. 
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"Maximum Available Minutes" is the sum of all Deployment Minutes across all Streaming Units purchased and allocated to a Media Service during 
a billing month. 

"Media Service" means an Azure Media Services account, created in the Management Portal, associated with your Microsoft Azure subscription. 
Each Microsoft Azure subscription may have more than one associated Media Service. 

"Media Service Request" means a request issued to your Media Service. 

"Streaming Unit" means a unit of reserved egress capacity purchased by you for a Media Service. 

"Valid Media Services Requests" are all qualifying Media Service Requests for existing media content in a customer's Azure Storage account 
associated with its Media Service when at least one Streaming Unit has been purchased and allocated to that Media Service. Valid Media Services 
Requests do not include Media Service Requests for which total throughput exceeds 80% of the Allocated Bandwidth. 

Downtime: The total accumulated Deployment Minutes when the Streaming Service is unavailable. A minute is considered unavailable for a given 
Streaming Unit if all continuous Valid Media Service Requests made to the Streaming Unit throughout the minute result in an Error Code. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Total Transaction Attempts - Failed Transactions 
~~~~~~~~___:.~.~~~~~~~~xlOO 

Total Transaction Attempts 

Service Credit: 

~IIMINll,di@iii,l&i·~lidWi~ 
< 99.9% 10% 

25% 

Microsoft Cognitive Services 
Additional Definitions: 
"Total Transaction Attempts" is the total number of authenticated API requests by Customer during a billing month for a given Cognitive Service 
API. Total Transaction Attempts do not include API requests that return an Error Code that are continuously repeated within a five-minute window 
after the first Error Code is received. 
"Failed Transactions" is the set of all requests to the Cognitive Service API within Total Transaction Attempts that return an Error Code. Failed 
Transaction Attempts do not include API requests that return an Error Code that are continuously repeated within a five-minute window after the 
first Error Code is received. 

"Monthly Uptime Percentage" for each API Service is calculated as Total Transaction Attempts less Failed Transactions divided by Total Transaction 
Attempts in a billing month for a given API subscription. Monthly Uptime Percentage is represented by the following formula: 
Monthly Uptime%= (Total Transaction Attempts - Failed Transactions)/ Total Transaction Attempts* 100 

Monthly Uptime%= ('l'otal Transaction Attempts - Failed Transactions) 100 
Total Transaction Attemtps x 

Service Credit 
The following Service Levels and Service Credits are applicable to Cognitive Services AP ls: 

I 
®iffliltiMtl11,eii44144eif i4· 

. < 99.9% I 
14i91RG@, b 

10% 

% 25% 

Service Level Exceptions: No SLA is provided to free tier or offerings in preview. 
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Microsoft Genomics 
Additional Definitions: 
"Maximum Available Minutes" is the total accumulated minutes for all Microsoft Genomics accounts created by Customer and active during a 
billing month for a given Microsoft Azure Subscription. 
"Downtime" is the total number of minutes within Maximum Available Minutes during which Microsoft Genomics is unavailable. A minute is 
considered unavailable if all continuous attempts to send authenticated Genomics service REST API requests throughout the minute either return 
an Error Code or do not respond with an acknowledgement within the minute. 
"Monthly Uptime Percentage" for Microsoft Genomics is calculated using the following formula: 

Maximum Available Minutes-Downtime 
Maximum Available Minutes x 

1 
OO 

Service Credit: 
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r--'.MWM\hi,NMil!M--,---DG&itili---, < 99.9% 10% 
< 99% 25% 

Mobile Engagement 
Additional Definitions: 
"Average Error Rate" for a billing month is the sum of Error Rates for each hour in the billing month divided by the total number of hours in the 
billing month. 
"Error Rate" is the total number of Failed Requests divided by Total Requests during a given one-hour interval. If the Total Requests in a given one­
hour interval is zero, the Error Rate for that interval is 0%. 
"Excluded Requests" is the set of REST AP! requests that result in an HTIP 4xx status code, other than an HTIP 408 status code. 
"Failed Requests" is the set of all requests within Total Requests that either return an Error Code or an HTIP 408 status code or fail to return a 
~uccess Code within 30 seconds. 
Mobile Engagement Application" is an Azure Mobile Engagement service instance. 

"Total Requests" is the total number of authenticated REST API requests. other than Excluded Requests, made to Mobile Engagement Applications 
within a given Azure subscription during a billing month. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

100% - Average Error Rate 

Service Credit: 

r--3Miililiiiiiiiliii1iiii·~#dMi--, 
< 99.9% 10% 

<99% 25% 

The Free Mobile Engagement tier is not covered by this SLA. 

Mobile Services 
Additional Definitions: 
"Failed Transactions" include any API calls included in Total Transaction Attempts that resu It in either an Error Code or do not return a Success 
Code. 
"Total Transaction Attempts" are the total accumulated API calls made to the Azure Mobile Services during a billing month for a given Microsoft 
Azure subscription for which the Azure Mobile Services are running. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Total Transaction Attempts - Failed Transactions 
'I' l 'f . A x 100 ota 1·m1sactton ttempts 
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~ervice Credit: 

....... iM411111iiiMM~MM~ I <99.9% 10% 

< 99% 25% 

Service level Exceptions: The Service Levels and Service Credits are applicable to your use of the Standard and Premium Mobile Services tiers. The 

Free Mobile Services tier is not covered by this SLA. 

Network Watcher 
Additional Definitions: 
"Network Diagnostic Tools" is a collection of network diagnostic and topology tools. 
"Maximum Diagnostic Checks" is the total number of diagnostic actions performed by the Network Diagnostic Tool as configured by Customer in a 

billing month for a given Microsoft Azure subscription. 
"Failed Diagnostic Checks" is the total number of diagnostic actions within Maximum Diagnostic Checks that returns an Error Code or does not 

return a response within the Maximum Processing Time documented in the table below. 

Diagnostic Tool Maximum Processing Time 

IPFlow Verify 

NextHop 

Packet Capture 

Security Group View 

Topology 

VPN Troubleshoot 

2 minutes 

10 minutes 

"Monthly Uptime Percentage" is calculated by using the following formula: 

Maximum Diagnostic CJ1ecks • Failed Diagnostic Checks 

M. . D. c·,. k x 1 oo ax,mum ragnostic ,,ec. -s 

Service levels: 

r--'i®mfflfi'!!i!MMl@·~N!'~ 
< 99% 25% 

RemoteApp 
Additional Definitions: 
"Application" means a software application that is configured for streaming to a device using the RemoteApp Service. 

"Maximum Available Minutes" is the sum of all User Application Minutes across all Users granted access to one or more Applications in a given 

Azure subscription during a billing month. 

"User" means a specific user account that is able to stream an Application using the RemoteApp Service, as enumerated in the Management Portal. 

"User Application Minutes" is the total number of minutes in a billing month during which you have granted a User access to an Application. 

Downtime: The total accumulated User Minutes during which the RemoteApp Service is unavailable. A minute is considered unavailable for a given 

User when the User is unable to establish connectivity to an Application. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Ma,,dmum Available .Minutes-Downtime 
• . , X 100 

Ma1<1mum A va1/able Mmutes 
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"-ervlce Credit: 

.-a!IIIMll111idiii,IM'~BIM&·d~ I <99.9% 10% 
<99% 25% 

Service Level Exceptions: The Service Levels and Service Credits are applicable to your use of the RemoteApp Service. The RemoteApp free trial is 
not covered by this SLA. 

SAP HANA on Azure 
Addltlonal Definitions: 
"Announced Single Instance Maintenance" means periods of Downtime related to network, hardware, or Service maintenance or upgrades 
impacting Single Instances. We will publish notice or notify you at least five (SI days prior to the commencement of such Downtime. 
"High Availability Pair" refers to two or more identical SAP HANA on Azure large instances deployed in the same region and configured by the 
customer for system replication at the application layer. Customer must declare the members of a High Availability Pair to Microsoft during the 

architecture design process. 
"SAP HANA on Azure Connectivity" is bi-directional network traffic between the SAP HANA on Azure large instance and other IP addresses using 
TCP or UDP network protocols in which the instance is configured for allowed traffic. The IP addresses must be IP addresses on the Virtual Network 

of the associated Azure subscription. 
"Slngle Instance" is defined as any single Microsoft SAP HANA on Azure Large Instance machine that is not deployed in an High Availability Pair. 

Monthly Uptime Calculatlon and Service Levels for SAP HANA on Azure High Availability Pair 
"Maximum Available Minutes" is the total accumulated minutes during a billing month for all SAP HANA on Azure instances deployed in 
the same High Availability Pair. Maximum Available Minutes is measured from when two or more instances in the same High Availability 
Pair have both been started resultant from an action initiated by Customer to the time Customer has initiated an action that would result 

in stopping the instances. 

"Downtime" is the total accumulated minutes that are part of Maximum Available Minutes that have no SAP HANA on Azure 
Connectivity. 

Monthly Uptime Percentage: The Monthly Uptime Percentage for SAP HANA on Azure High Availability Pair is calculated using the 
following formula: 

Maximum A vailab/e Mi11utes-D0wnth11e 

M. . A ·z bl M.. x 100 axunum va, a e mutes 

Service Credit for SAP HANA on Azure High Availability Pair: 

r---hiiiMIWWlili~IIBN¥3ii---, <99.99% 10% 

25% 

Monthly Uptime Calculation and Service Levels for SAP HANA on Azure Single Instance 
"Maximum Available Minutes" is the total accumulated minutes for all SAP HANA on Azure Single Instances deployed by Customer 

during a billing month for a given Microsoft Azure subscription. 

"Downtime" is the total accumulated minutes that are part of Maximum Available Minutes that have no SAP HANA on Azure 
Connectivity. Downtime excludes Announced Single Instance Maintenance. 

Monthly Uptime Percentage: The Monthly Uptime Percentage for SAP HANA on Azure Single Instance is calculated using the following 

formula 
Maximum A vailable Minutes-Downtime 

• X 100 
Maximum A val/able Mmutes 

The following Service Levels and Service Credits are applicable to Customer's use of SAP HANA on Azure Single Instances: 
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r:::::::7111s;;@iii,iiii===E:::DZ~ru~ 
<9S% 100% 

Scheduler 
Additional Definitions: 
"Maximum Available Minutes" is the total number of minutes in a billing month. 

"Planned Execution Time" is a time at which a Scheduled Job is scheduled to begin executing. 

"Scheduled Job" means an action specified by you to execute within Microsoft Azure according to a specified schedule. 

Downtime: The total accumulated minutes in a billing month during which one or more of your Scheduled Jobs is in a state of delayed execution. A 
given Scheduled Job is in a state of delayed execution if it has not begun executing after a Planned Execution Time, provided that such delayed 
execution time shall not be considered Downtime if the Scheduled Job begins executing within thirty (30) minutes after a Planned Execution Time. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Service Credit: 

M1ximum Available Minutes-Downtime 
~~~~~~~~~~~~~~ x100 

Maximum A v,11'Jable Minutes 

r---aliiiiiii,,545@JFl4~@W--, 
<99.9% 10% 

25% 

Search 
Additional Definitions: 
"Average Error Rate" for a billing month is the sum of Error Rates for each hour in the billing month divided by the total number of hours in the 
billing month. 

"Error Rate" is the total number of Failed Requests divided by Total Requests, across all Search Service Instances in a given Azure subscription, 
during a given one-hour interval. If the Total Requests in a one-hour interval is zero, the Error Rate for that interval is 0%. 

"Excluded Requests" are all requests that are throttled due to exhaustion of resources allocated for a Search Service Instance, as indicated by an 
HTIP 503 status code and a response header indicating the request was throttled. 

"Failed Requests" is the set of all requests within Total Requests that fail to return either a Success Code or HTIP 4xx response. 

"Replica" is a copy of a search index within a Search Service Instance. 

"Search Service Instance" is an Azure Search service instance containing one or more search indexes. 

"Total Requests" is the set of (i) all requests to update a Search Service Instance having three or more Replicas, plus (ii) all requests to query a 
Search Service Instance having two or more Replicas, other than Excluded Requests, within a one-hour interval within a given Azure subscription 
during a billing month. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula : 

100% - Average Error Rate 

Service Credit: 

r---'"liiiiiii,iii@Jiii·~-·h--, 
<99.9% 10% 

25% 

-:ervice Level Exceptions: The Free Search tier is not covered by this SLA. 
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Service-Bus Service- Event H.ubs 
Additional Definitions: 
"Deployment Minutes" is the total number of minutes that a given Event Hub has been deployed in Microsoft Azure during a billing month. 
"Maximum Available Minutes" is the sum of all Deployment Minutes across all Event Hubs deployed by you in a given Microsoft Azure subscription 
under the Basic or Standard Event Hubs tiers during a billing month. 
"Message" refers to any user-defined content sent or received through Service Bus Relays, Queues, Topics, or Notification Hubs, using any protocol 
supported by Service Bus. 

Downtime: The total accumulated Deployment Minutes, across all Event Hubs deployed by you in a given Microsoft Azure subscription under the 
Basic or Standard Event Hubs tiers, during which the Event Hub is unavailable. A minute is considered unavailable for a given Event Hub if all 
continuous attempts to send or receive Messag1:s or perform other operations on the Event Hub throughout the minute either return an Error 
Code or do not result in a Success Code within five minutes. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Maximum Available Minutes-Downtime 

M. . A ·z b' M.' x 100 ax1mw11 va, a 1e mutes 

Service Credit: 

r----ililliliiiiiiiiiliiiiif___,.........!.'--, <99.9% 10% 

<99% 25% 

Service Level Exceptions: The Service Levels and Service Credits are applicable to your use of the Basic and Standard Event Hubs tiers. The Free 
Event Hubs tier is not covered by this SLA. 

Service-Bus Service- Notification Hubs 
Additional Definitions: 
"Deployment Minutes" is the total number of minutes that a given Notification Hub has been deployed in Microsoft Azure during a billing month. 
"Ma><imum Available Minutes" is the sum of alt Deployment Minutes across all Notification Hubs deployed by you in a given Microsoft Azure 
subscription under the Basic or Standard Notification Hubs tiers during a billing month. 

Downtime: The total accumulated Deployment Minutes, across all Notification Hubs deployed by you in a given Microsoh Azure subscription under 
the Basic or Standard Notification Hubs tiers, during which the Notification Hub is unavailable. A minute is considered unavailable for a given 
Notification Hub if all continuous attempts to send notifications or perform registration management operations with respect to the Notification 
Hub throughout the minute either return an Error Code or do not result in a Success Code within five minutes. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula : 

Service Credit: 

Maximum A vailab/e Minutes-Downtime 
-------------- X 100 

Maximum Available Minutes 

r---i+iilibiiMil,di®Ai,Mi~IRiili!B--, 
<99.9% 10% 

<99% 2S% 

Service Level Exceptions: The Service Levels and Service Credits are applicable to your use of the Basic and Standard Notification Hubs tiers. The 
Free Notification Hubs tier is not covered by this SLA. 
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Service-Bus Service - Queues and Topics 
Additional Definitions: 
"Deployment Minutes" is the total number of minutes that a given Queue or Topic has been deployed in Microsoft Azure during a billing month. 

"MaKimum Available Minutes" is the sum of all Deployment Minutes across all Queues and Topics deployed by you in a given Microsoft Azure 
subscription during a billing month. 
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"Message" refers to any user-defined content sent or received through Service Bus Relays, Queues, Topics, or Notification Hubs, using any protocol 

supported by Service Bus. 

Downtime: The total accumulated Deployment Minutes, across all Queues and Topics deployed by you in a given Microsoft Azure subscription, 
during which the Queue or Topic is unavailable. A minute is considered unavailable for a given Queue or Topic if all continuous attempts to send or 
receive Messages or perform other operations on the Queue or Topic throughout the minute either return an Error Code or do not result in a 

Success Code within five minutes. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Maximum Available Minutes-Downtime 
~~~~~~~~~~~~~~x100 

Mmdmum Avail.able Minutes 

Service Credit: 

~Dil\11,idM&li!·~IJWWi~ <99.9% 10% 

<99% 2S% 

Service-Bus Service - Relays 
Additional Definitions: 
~essage" refers to any user-defined content sent or received through Service Bus Relays, Queues, or Topics, using any protocol supported by 

::iervice Bus. 
"Deployment Minutes" is the total number of minutes that a given Relay has been deployed in Microsoft Azure during a billing month. 
"MaKimum Available Minutes" is the sum of all Deployment Minutes across all Relays deployed by Customer in a given Microsoft Azure 

subscription during a billing month. 

Downtime: Is the total accumulated Deployment Minutes, across all Relays deployed by Customer in a given Microsoft Azure subscription, during 
which the Relay is unavailable. A minute is considered unavailable for a given Relay if all continuous attempts to establish a connection to the Relay 
throughout the minute either return an Error Code or do not result in a Success Code within five minutes. 

Monthly Uptime Percentage: The Monthly Uptime percentage for Relays is calculated as Maximum Available Minutes less Downtime divided by 
Maximum Available Minutes in a billing month for a given Microsoft Azure subscription. Monthly Uptime Percentage is represented by the 
following formula: 

Maximum Available Minutes-D0w11tJi11e 
. X 100 

Maximum Avc1ilable Minutes 

Service Credit: 

~SM5M411Mi%®'~···~-,ffhfMB~ <99.9% 10% 

99% 25% 

• ~ - 1 J .• U{"i.l _ ii.,_: J I 1',0 
\ 1 

SQL Data Warehouse Database 
Additional Definitions: 
"Database" means any SQL Data Warehouse Database. 

'l\/laKimum Available Minutes" is the total number of minutes that a given Data base has been deployed in Microsoft Azure during a billing month 

1 a given Microsoft Azure subscription. 
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('Client Operations" is the set of all documented operations supported by SQL Data Warehouse. 

Downtime: is the total accumulated minutes during a billing month for a given Microsoft Azure subscription during which a given Database is 
unavailable. A minute is considered unavailable for a given Database if more than 1% of all Client Operations completed during the minute return 

an Error Code. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula : 

Service Credit: 

Maximum Available Minutes-Downtime 
~~~~~~~~~~~~~~xlOO 

Maximum Available Minutes 

45 

r---GfuiiiilEidi·~idMB~ 
<99.9% 10% 

99% • 25% 

SQL Database Service (Basic, Standard and Premium Tiers) 
Addltional Definitions: 
"Database" means any single or elastic Basic, Standard, or Premium Microsoft Azure SUL Database. 
"Maximum Available Minutes" is the total number of minutes that a given Database has been deployed in in Microsoft Azure during a billing 
month in a given Microsoft Azure subscription. 

Downtime: is the total accumulated minutes during a billing month for a given Microsoft Azure subscription during which a given Database is 
unavailable. A minute is considered unavailable for a given Database if all continuous attempts to establish a connection to the Database within the 

minute fail. 

~onthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula : 

Maximum A vai/able Mi11utes-Do w11time 

M,1ximum Available Minutes x lOO 

Service Credit: 

r--4161&ii,Aiiliiilil4~iid&@·i~ 
<99.99% 10% 

< 99% 25% 

SQL Database Service (Web and Business Tiers) 
Additional Definitions: 
"Database" means any Web or Business Microsoft Azure SQL Database. 
"Deployment Minutes" is the total number of minutes that a given Web or Business Database has been deployed in Microsoft Azure during a 

billing month. 
"Maximum Available Minutes" is the sum of all Deployment Minutes across all Web and Business Databases for a given Microsoft Azure 

subscription during a billing month. 

Downtime: The total accumulated Deployment Minutes across all Web and Business Databases deployed by you in a given Microsoft Azure 
subscription during which the Database is unavailable. A minute is considered unavailable for a given Database if all continuous attempts by you to 

establish a connection to the Database within the minute fail. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula : 

Maximum A vai/ab/e Minutes-Downtime 

M . A ·1 bf, M " X 100 a:(Jmum va1,a · e mutes 
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<:ervice Credit: 

....... ,,,w11,,1;;;;,1m-~@&GNB~ I <99.9% 10% 
99% 25% 

SQL Server Stretch Database 
Additional Definitions: 
"Database'' means one instance of SQL Server Stretch Database. 
"Maximum Available Minutes" is the total number of minutes that a given Database has been deployed in a given Microsoft Azure subscription 
during a billing month. 

Downtime: is the total accumulated minutes across all Databases deployed by Customer in a given Microsoft Azure subscription during which the 
Database is unavailable. A minute is considered unavailable for a given Database if all continuous attempts by Customer to establish a connection 
to the Database within the minute fail. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Service Credit: 

M1xfmum Available Minutes-Downtime 
~~~~~~~~~~~~~~ xlOO 

-Maximum Available Mjnutes 

~BM#IHMll111iilMt®~AM&iliB~ <99.9% 10% 

25% 

• , • •. •.1 t 1 ~ 1~ 

Storage Service 
Additional Definitions: 
"Average Error Rate" for a billing month is the sum of Error Rates for each hour in the billing month divided by the total number of hours in the 
billing month. 
"Blob Storage Account" is a storage account specialized for storing data as blobs and provides the ability to specify an access tier indicating how 
frequently the data in that account is accessed. 
"Cool Access Tier" is an attribute of a Blob Storage Account indicating that the data in the account is infrequently accessed and has a lower 
availability service level than data in other access tiers. 
"E>ccluded Transactions" are storage transactions that do not count toward either Total Storage Transactions or Failed Storage Transactions. 
Excluded Transactions include pre-authentication failures; authentication failures; attempted transactions for storage accounts over their 
prescribed quotas; creation or deletion of containers, file shares, tables, or queues; clearing of queues; and copying blobs or files between storage 
accounts. 
"Error Rate" is the total number of Failed Storage Transactions divided by the Total Storage Transactions during a set time interval (currently set at 
one hour). If the Total Storage Transactions in a given one-hour interval is zero, the error rate for that interval is 0%. 
"Failed Storage Transactions" is the set of all storage transactions within Total Storage Transactions that are not completed within the Maximum 
Processing Time associated with their respective transaction type, as specified in the table below. Maximum Processing Time includes only the time 
spent processing a transaction request within the Storage Service and does not include any time spent transferring the request to or from the 
Storage Service. 

Request Types Maximum Proces~1n11 T,m~ 

PutBlob and GetBlob (includes blocks and pages) Two (2) seconds multiplied by the number of MBs transferred in the course of 

Get Valid Page Blob Ranges processing the request 

PutFile and GetFile Two (2) seconds multiplied by the number of MBs transferred in the course of 
processing the request 

Copy Blob Ninety (90) seconds (where the source and destination blobs are within the same 
storage accuunl) 

CopyFile Ninety (90) seconds (where the source and destination files are within the same 
storage account) 

PutBlocklist Sixty (60) seconds 
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Request Types M;iximum Prornssing Time 

3etB1ocklist 

Table Query Ten (10) seconds (to complete processing or return a continuation) 

list Operations 

Batch Table Operations Thirty (30} seconds 

All Single Entity Table Operatio11s Two (2) seconds 

All other Blob, File, and Message Operations 

These figures represent maximum processing times. Actual and average times are expected to be much lower. 

Failed Storage Transactions do not include: 
1. Transaction requests that are throttled by the Storage Service due to a failure to obey appropriate back-off principles. 

2. Transaction requests having timeouts set lower than the respective Maximum Processing Times specified above. 
3. Read transactions requests to RA-GRS Accounts for which you did not attempt to execute the request against Secondary Region 

associated with the storage account if the request to the Primary Region was not successful. 
4. Read transaction requests to RA-GRS Accounts that fail due to Geo-Replication Lag. 

47 

"Geo Replication Lag'' for GRS and RA-GRS Accounts is the time it takes for data stored in the Primary Region of the storage account to replicate to 
the Secondary Region of the storage account. Because GRS and RA-GRS Accounts are replicated asynchronously to the Secondary Region, data 
written to the Primary Region of the storage account will not be immediately available in the Secondary Region. You can query the Geo Replication 
Lag for a storage account, but Microsoft does not provide any guarantees as to the length of any Geo Replication lag under this SLA. 

"Geographically Redundant Storage (GRS) Account" is a storage account for which data is replicated synchronously within a Primary Region and 
then replicated asynchronously to a Secondary Region. You cannot directly read data from or write data to the Secondary Region associated with 

GRS Accounts. 

"Locally Redundant Storage (LRS) Account" is a storage account for which data is replicated synchronously only within a Primary Region. 

"Primary Region" is a geographical region in which data within a storage account is located, as selected by you when creating the storage account. 
You may execute write requests only against data stored within the Primary Region associated with storage accounts. 

"Read Access Geographically Redundant Storage (RA-GRS) Account" is a storage account for which data is replicated synchronously within a 
Primary Region and then replicated asynchronously to a Secondary Region. You can directly read data from, but cannot write data to, the 
-econdary Region associated with RA-GRS Accounts. 

Secondary Region" is a geographical region in which data within a GRS or RA-GRS Account is replicated and stored, as assigned by Microsoft Awre 
based on the Primary Region associated with the storage account. You cannot specify the Secondary Region associated with storage accounts. 

"Total Storage Transactions" is the set of all storage transactions, other than Excluded Transactions, attempted within a one-hour interval across 
all storage accounts in the Storage Service in a given subscription. 

"Zone Redundant Storage (ZRS) Account" is a storage account for which data is replicated across multiple facilities_ These facilities may be within 

the same geographical region or across two geographical regions. 

Monthly Uptime Percentage: Monthly Uptime Percentage is calculated using the following formula : 

100% - Average Error Rate 

Service Credit - LRS, ZRS, GRS and RA-GRS (write requests} Accounts: 

r----bMNi,Ji#JliiJl&·~MIM--, 
< 99.9% 10% 

Service Credit - RA-GRS (read requests} Accounts: 

r-:+MZlll,,liiiiiiJLM·~lilEIMu--i 
< 99.99% 10% 

2S% 

Service Credit - LRS, GRS and RA-GRS (w rite requests) Blob Storage Accounts (Cool Access Tier): 

r-:iMMll,iiliM,IAi·~i&Mi--, 
<99% 10% 

98% 2S% 
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"ervice Credit- RA·GRS (read requests} Blob Storage Accounts (Cool Access Tier): 

....... lidiiill,51$14,ii@·~IJZQM~ I < 99.9% 10% 
25% 

Stream Analytics-AP! Calls 
Additional Definitions: 
"Total Transaction Attempts" is the total number of authenticated REST API requests to manage a streaming job within the Stream Analytics 
Service by Customer during a billing month for a given Microsoft Azure subscription. 

"Failed Transactions" is the set of all requests within Total Transaction Attempts that return an Error Code or otherwise do not return a Success 
Code within five minutes from Microsoft's receipt of the request. 

"Monthlv Uptime Percentage" for API calls within the Stream Analytics Service is represented by the following formula: 

Total Transaction Attempts - Failed Transactions 
Monthly Uptime%= . Total Transaction Attempts 

Service Credit: 

r---oi\15Mii,¥@@~&1Mi~ 
<99.9% 10% 

25% 

Stream Analytics - Jobs 
dditional Definitions: 
Deployment Minutes" is the total number of minutes that a given job has been deployed within the Stream Analytics Service during a billing month. 

"Maximum Available Minutes" is the sum of all Deployment Minutes across all jobs deployed by Customer in a given Microsoft Azure subscription 
during a billing month. 

Downtime is the total accumulated Deployment Minutes, across all jobs deployed by Customer in a given Microsoft Azure subscription, during which 
the job is unavailable. A minute is considered unavailable for a deployed job if the job is neither processing data nor available to process data 
throughout the minute. 

Monthly Uptime Percentage for jobs within the Stream Analytics Service is represented by the following formula : 

Maximum A vai/ab/c Minutes-Downtime 
.,, A 1. b' M' x 100 ,,,axlinum va, a ,e mutes 

Service Credit: 

~Nii6*!4!:•t;@Mi4~0!'~ 
<99% 25% 

Traffic Manager Service 
Additional Definitions: 
"Deployment Minutes" is the total number of minutes that a given Traffic Manager Profile has been deployed in Microsoft Azure during a billing 
month. 

"Maximum Available Minutes" is the sum of all Deployment Minutes across all Traffic Manager Proflles deployed by you in a given Microsoft Azure 
subscription during a billing month. 

Traffic Manager Profile" or "Profile" refers to a deployment of the Traffic Manager Service created by you containing a domain name, endpoints, 
..ind other configuration settings, as represented in the Management Portal. 
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Walid DNS Response" means a DNS response, received from at least one of the Traffic Manager Service name server clusters, to a DNS request for 
1e domain name specified for a given Traffic Manager Profile. 

Downtime: The total accumulated Deployment Minutes, across all Profiles deployed by you in a given Microsoh Azure subscription, during which 
the Profile is unavailable. A minute is considered unavailable for a given Profile if all continual DNS queries for the DNS name specified in the Profile 
that are made throughout the minute do not result in a Valid DNS Response within two seconds. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Servlce Credit: 

MaximumA vai"1ble Minutes-Downtime 
--------------x 100 

Maximum A vai/able Minutes 

~iliii@,IMl·~iild&B~ 
< 99.99% 10% • 

<99% 25% 

efinttlen 

Virtual Machines 
Additional Definitions: 
" Announced Single Instance Maintenance" means periods of Downtime related to network, hardware, or Service maintenance or upgrades 
impacting Single Instances. We will publish notice or notify you at least five (5) days prior to the commencement of such Downtime. 
"Availability Set" refers to two or more Virtual Machines deployed across different Fault Domains to avoid a single point of failure. 

"Availability Zone" is a fault-isolated area within an Azure region, providing redundant power, cooling, and networking. 

"Data Disk" is a persistent virtual hard disk, attached to a Virtual Machine, used to store application data. 

"Fault Domain" is a collection of servers that share common resources such as power and network connectivity. 

''Operating System Disk" is a persistent virtual hard disk, attached to a Virtual Machine, used to store the Virtual Machine's operating system. 

Single Instance" is defined as any single Microsoft Azure Virtual Machine that either is not deployed in an Availability Set or has only one instance 
deployed in an Availability Set. 
"Virtual Machine'' refers to persistent instance types that can be deployed individually or as part of an Availability Set. 
"Virtual Machine Connectivity" is bi-directional network traffic between the Virtual Machine and other IP addresses using TCP or UDP network 
protocols in which the Virtual Machine is configured for allowed traffic. The IP addresses can be IP addresses in the same Cloud Service as the 
Virtual Machine, IP addresses within the same virtual network as the Virtual Machine or public, routable IP addresses. 

Monthly Uptime Calculation and Service levels for Virtual Machines in Availability Zones 
"Maximum Available Minutes" is the total accumulated minutes during a billing month that have two or more instances deployed across two 
or more Availability Zones in the same region. Maximum Available Minutes is measured from when at least two Virtual Machines across two 
Availability Zones in the same region have both been started resultant from action initiated by Customer to the time Customer has initiated an 
action that would result in stopping or deleting the Virtual Machines. 
" Downtime" is the total accumulated minutes that are part of Maximum Available Minutes that have no Virtual Machine Connectivity in the 

region. 
" Monthly Uptime Percentage" for Virtual Machines in Availability Zones is calculated as Maximum Available Minutes less Downtime divided 
by Maximum Available Minutes in a billing month for a given Microsoft Azure subscription. Monthly Uptime Percentage is represented by the 
following formula: 

(M,1x1'nwm Available Minutes-Downtime) 
Monthly Uptime%= M. . A ·) b·' . ,1. x 100 ax111111111 va11a ,e 1•,l/1Utes 

Service Credit: 
The following Service Levels and Service Credits are applicable to Customer's use of Virtual Machines deployed across two or more Availability 
Zones in the same region: 

Monthly Uptime Percentage Service Credit 

< 99.99% 10% 

<99% 25% 

<95% 100% 
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"Jlonthly Uptime Calculation and Service Levels for Virtual Machines In an Availability Set 
Maximum Available Minutes: The total accumulated minutes during a billing month for all Internet facing Virtual Machines that have two or 
more instances deployed in the same Availability Set. Maximum Available Minutes is measured from when at least two Virtual Machines in the 
same Availability Set have both been started resultant from action initiated by you to the time you have initiated an action that would result in 
stopping or deleting the Virtual Machines. 

Downtime: The total accumulated minutes that are part of Maximum Available Minutes that have no Virtual Machine Connectivity. 

Monthly Uptime Percentage: for Virtual Machines is calculated as Maximum Available Minutes less Downtime divided by Maximum Available 
Minutes in a billing month for a given Microsoft Azure subscription. Monthly Uptime Percentage is represented by the following formula: 

(Maximum Available Minutes-Downtime) 
Monthly Uptime% = . x 100 

Maximum Available Minutes 

Service Credit: 
The following Service Levels and Service Credits are applicable to Customer's use of Virtual Machines in an Availability Set: 

&t\Mfo@g.jii,,i$4§&§,ifjij~IJPl/.46ij~ 
_ <99.95% ~ 10% _ 

<99% 

<95% 100% 

Monthly Uptime Calculation and Service Levels for Single-Instance Virtual Machines 
"Minutes in the Month" is the total number of minutes in a given month. 

Downtime: is the total accumulated minutes that are part of Minutes in the Month that have no Virtual Machine Connectivity. Downtime 
excludes Announced Single Instance Maintenance. 

Monthly Uptime Percentage: is calculated by subtracting from 100% the percentage of Minutes in the Month in which any Single l nstance 
Virtual Machine using premium storage for all Operating System Disks and Data Disks had Downtime. 

(Minutes h1 the Month - Downtime) 
Monthly Uptime%= M' . I M h X 100 mutes 111 t 1e 011t. 

Service Credit: 
The following Service Levels and Service Credits are applicable to Customer's use of Single- Instance Virtual Machines: r---••n•~;;;n@ii4~¥Z!E'n=====1 
_ <95% ~ 100% _ 

VPN Gateway 
Additional Definitions: 
"Maximum Available Minutes" is the total accumulated minutes during a billing month which a given VPN Gateway has been deployed in a 
Microsoft Azure subscription. 

"Virtual Network" refers to a virtual private network that includes a collection of user-defined IP addresses and subnets that form a network 
boundary within Microsoft Azure. 

"VPN Gateway" refers to a gateway that facilitates cross-premises connectivity between a Virtual Network and a customer on-premises network. 

Downtime: Is the total accumulated Maximum Available Minutes during which a VPN Gateway is unavailable. A minute is considered unavailable if 
all attempts to connect to the VPN Gateway within a thirty-second window within the minute are unsuccessful. 

Monthly Uptime Percentage: The Monthly Uptime Percentage for a given VPN Gateway is calculated as Maximum Available Minutes less 
Downtime dived by the Maximum Available Minutes in a billing month for the VPN Gateway. The Uptime Percentage is represented by the 
following formula: 
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Maximum Available Minutes-Downtime 
Maximum A vai/able Minutes x lOO 

The following Service Levels and Service Credits are applicable to Customer's use of each VPN Gateway: 
Basic Gateway for VPN or ExpressRoute Service Credit: 

~Mli'?fat®@@~Md!!l'~ 
<99% 25% 

Standard, High Performance, VpnGwl, VpnGw2, Gateway for VPN/ Standard, High Performance, Ultra Performance Gateway for 
ExpressRoute Service Credit: 

r-i-:*'ihMlll,HMJMi~ iMl&iif:i--, < 99.95% 10% 

25% 

Visual Studio App Center Build Service 
Additional Definitions: 
"Build Service" is a feature that allows customers to build their mobile applications in Visual Studio App Center. 

"Maximum Available Minutes" is the total number of minutes for which Build Service has been deployed by Customer for a given Microsoft Azure 

subscription during a billing month. 
"Downtime" is the total number of minutes within Maximum Available Minutes during which the Build Service is unavailable. A minute is 
considered unavailable if all continuous HTTP requests to the Build Service to perform operations initiated by Customer throughout the minute 
either result in an Error Code or do not return a response within one minute. 

Monthly Uptime Percentage: The Monthly Uptime Percentage for the Visual Studio App Center Build Service is calculated as Maximum Available 
'ilinutes less Downtime divided by Maximum Available Minutes multiplied by 100. Monthly Uptime Percentage is represented by the following 
Jrmula: 

Maximum II vailable Minutes-Downtime 
~~~~~~~~~~~~~ x100 

Maximum Available Minutes 

The following Service Levels and Service Credits are applicable to Customer's use of the Visual Studio App Center Build Service. Free tier service is 

not covered by this SLA. 

Service Credit: 

~lii@§ii,i¥@,liii·.........,....-·l·a---i 
<99.9% 10% 

99% 25% 

Visual Studio App Center Test Service 
Additional Definitions: 
"Test Service" is a feature that allows customers to upload and run tests for their mobile applications on physical devices running in Visual Studio 

App Center. 
"Ma,<irnum Available Minutes" is the total number of minutes for which Test Service has been deployed by Customer for a given Microsoft Azure 

subscription during a billing month. 

Downtime: The total number of minutes within Maximum Available Minutes during which the Test Service is unavailable. A minute is considered 
unavailable if all continuous HTTP requests to the Test Service to perform operations initiated by Customer throughout the minute either result in 

an Error Code or do not return a response within one minute. 

Monthly Uptime Percentage: The Monthly Uptime Percentage for the Visual Studio App Center Test Service is calculated as Maximum Available 
1inutes less Downtime divided by Maximum Available Minutes multiplied by 100. Monthly Uptime Percentage is represented by the following 

ormula: 
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M,?ximum Available Minutes-Downtime 
Maximum Available Minutes x 1 

OO 

The following Service Levels and Service Credits are applicable to Customer's use of the Visual Studio App Center Test Service. Free tier service is 
not covered by this SLA. 

Service Credit: 

S2 

r---¥Miliiffat¥M~N!fg~ 
< 99% 25% 

Visual Studio App Center Push Notification Service 
Additional Definitions: 
"Push Notification Service" is a feature that enables customers to push messages to specific devices configured to receive such messages using 
Visual Studio App Center. 
"Maximum Available Minutes" is the total number of minutes for which Push Notification Service has been deployed by Customer for a given 
Microsoft Azure subscription during a billing month. 

Downtime: The total number of minutes within Maximum Available Minutes during which Push Notification Service is unavailable. A minute is 
considered unavailable if all continuous HTIP requests to Push Notification Service to perform operations initiated by Customer throughout the 
minute either result in an Error Code or do not return a response within one minute. 

Monthly Uptime Percentage: The Monthly Uptime Percentage for the Visual Studio App Center Push Notification Service is calculated as Maximum 
Available Minutes less Downtime divided by Maximum Available Minutes multiplied by 100. Monthly Uptime Percentage is represented by the 

following formula: 

Maximum A vail.1ble Minutes-D0w11time 

A 1. b
., M. x 100 Maximum va, .a ,e mutes 

The following Service Levels and Service Credits are applicable to Customer's use of the Visual Studio App Center Push Notification Service. Free tier 
service is not covered by this SLA. 

Service Credit: 

i------Ul,IMl,ii&~lidli59#b~ <99.9% 10% 

25% 

Visual Studio Team Services- Build Service 
Additlonal Definitions: 
"Build Service" is a feature that allows customers to build their applications in Visual Studio Team Services. 

"Maximum Available Minutes" is the total number of minutes for which the paid Build Service has been enabled for a given Microsoft Azure 

subscription during a billing month. 

Downtime: The total accumulated minutes for a given Microsoft Azure subscription during which the Build Service is unavailable. A minute is 
considered unavailable if all continuous HTIP requests to the Build Service to perform operations initiated by you throughout the minute either 

result in an Error Code or do not return a response. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Maximum Available Minutes-Downtime 

M, . A 1. bf, M . x 100 a:mnum va, a e mutes 
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".ervice Credit: 

........ hiililbiib\il,¥@di&~lidMi~ I <~ ~ 
25% 

Visual Studio Team Services- Load Testing Service 
Additional Definitions: 
"Load Testing Service" is a feature that allows customers to generate automated tasks to test the performance and scalability of applications. 

"Maximum Available Minutes" is the total number of minutes for which the paid Load Testing Service has been enabled for a given Microsoft 
Awre subscription during a billing month. 

Downtime: The total accumulated minutes for a given Microsoft Azure subscription during which the Load Testing Service is unavailable. A minute 
is considered unavailable if all continuous HTIP requests to the Load Testing Service to perform operations initiated by you throughout the minute 
either result in an Error Code or do not return a response. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula : 

Service Credit: 

Maximum Available Minutes-Downtime 
~~~~~~~~~~~~~~ xlOO 

Maxim11m Available Mi11 11tes 

r--1@a@,t,!@MJ¥~idf!4i~ 
< 99% 25% 

Visual Studio Team Services- User Plans Service 

Additional Definitions: 
"Build Service'' is a feature that allows customers to build their applications in Visual Studio Team Services. 

"Deployment Minutes" is the total number of minutes for which a User Plan has been purchased during a billing month. 

"Load Testing Service" is a feature that allows customers to generate automated tasks to test the performance and scalability of applications. 

"Maximum Available Minutes" is the sum of all Deployment Minutes across all User Pia ns for a given Microsoft Azure subscription during a billing 
month. 

"User Plan" refers to the set of features and capabilities selected for a user within a Visual Studio Team Services account in a Customer 
subscription. User Plan options and the features and capabilities per User Plan are described on the ht tp://www.visualstudio.com website. 

Downtime: The total accumulated Deployment Minutes, across all User Plans for a given Microsoft Azure subscription, during which the User Plan 
is unavailable. A minute is considered unavailable for a given User Plan if all continuous HTIP requests to perform operations, other than 
operations pertaining to the Build Service or the Load Testing Service, throughout the minute either result in an Error Code or do not return a 
response. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Service Credit: 

Maximum Av,?ilable Minutes-Downtime 
~~~~~~~~~~~~~~xlOO 

M;1xi11111m Available Minutes 

r--¥Mi1Witiiii,i@Ai@~ll&IW&11~ 
<99.9% 10% 

25% 
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'/licrosoft Azure Plans 

Azure Active Directory Basic 
Downtime: Any period of time when users are not able to log in to the service, log in to the Access Panel, access applications on the Access Panel 
and reset passwords; or any period of time IT administrators are not able to create, read, write and delete entries in the directory and/or 
provision/de-provision users to applications in the directory. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 
User Minutes 

X 100 

54 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Service Credit: r::::•1151!'!4.t®"'@·===r::::::-•~ 
<99% 50% 

95% 100% 

Azure Active Directory 82C 
Additional Definitions: 
" Deployment Minutes" is the total number of minutes for which an Azure AD B2C directory has been deployed during a billing month. 
Maximum Available Minutes" is the sum of all Deployment Minutes across all Azure AD B2C directories in a given Microsoft Azure subscription 

Juring a billing month. 

Downtime: is the total accumulated minutes across all Azure AD B2C directories deployed by Customer in a given Microsoft Azure subscription 
during which the Azure AD B2C service is unavailable. A minute is considered unavailable if either all attempts to process user sign-up, sign-in, 
profile editing, password reset and multi-factor authentication requests, or all attempts by developers to create, read, write and delete entries in a 
directory, fails to return tokens or valid Error Codes, or do not return responses within two minutes. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Service Credit: 

Maximum Available Minutes - Downtime 
~~~~~~~~~~~~~~~~ x100 

Maximum Available Minutes 

r--6'1Miii111111M11Hlllllllillllli•1111111111-11aau,---, < 99.9% 10% 

25% 

Service Level Exceptions: No SLA is provided for the Free tier of Azure Active Directory 82C. 

Azure Active Directory Premium 
Downtime: Any period of time when users are not able to log in to the service, log in to the Access Panel, access applications on the Access Panel 
and reset passwords; or any period of time IT administrators are not able to create, read, write and delete entries in the directory and/or 
provision/de-provision users to applications in the directory. 

1onthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 
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User Minutes - Downtime 
User Minutes 

X 100 

ss 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Azure Information Protection Premium 
Downtime: Any period of time when end users cannot create or consume IRM documents and email. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 

User Minutes 
X 100 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Service Credit: 
Monthly Uptime Percentage Service Credit 

<99.9% 25% 

<99% SO% 

<95% 100% 

Azure Site Recovery Service - On-Premises-to-Azure 
Additional Definitions: 
"Failover'' is the process of transferring control, either simulated or actual, of a Protected Instance from a primary site to a secondary site. 

"On-Premises-to-Azure Failover" is the Failover of a Protected Instance from a non-Azure primary site to an Azure secondary site. You may 
designate a particular Azure datacenter as a secondary site, provided that if Failover to the designated datacenter is not possible, Microsoft may 
replicate to a different datacenter in the same region. 

"Protected Instance" refers to a virtual or physical machine configured for replication by the Azure Site Recovery Service from a primary site to a 
secondary site. Protected Instances are enumerated in the Protected Items tab in the Recovery Services section of the Management Portal. 

"Recovery Time Objective (RTO)" means the period of time beginning when you initiate a Failover of a Protected Instance experiencing either a 
planned or unplanned outage for On-Premises-to-Azure replication to the time when the Protected Instance is running as a virtual machine in 
Microsoft Azure, excluding any time associated with manual action or the execution of your scripts. 

"Monthly Recovery Time Objective": For a specific Protected Instance configured for On-Premises-to-Azure replication in a given billing month is 
two hours. 

Service Credit: 

~ciilbNMi.Wiiii,iiMMM WhiiM·ij~ 
> 2 hours 100% 

Additional Terms: Monthly Recovery Time Objective and Service Credits are calculated for each Protected Instance used by you. 
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Azure Site Recovery Service- On-Premises-to-On-Premises 
Additional Definitions: 
"Fallover" is the process of transferring control, either simulated or actual, of a Protected Instance from a primary site to a secondary site. 

"Failover Minutes" is the total number of minutes in a billing month during which a Failover of a Protected Instance configured for On-Premises-to­
On-Premises replication has been attempted but not completed. 

"Maximum Available Minutes" is the total number of minutes that a given Protected Instance has been configured for On-Premises-to-On­
Premises replication by the Azure Site Recovery Service during a billing month. 

"On-Premises-to-On-Premises Failover" is the Failover of a Protected Instance from a non-Azure primary site to a non-Azure secondary site. 

"Protected Instance" refers to a virtual or physical machine configured for replication by the Azure Site Recovery Service from a primary site to a 
secondary site. Protected Instances are enumerated in the Protected Items tab in the Recovery Services section of the Management Portal. 

Downtime: Is the total accumulated Failover Minutes in which the Failover of a Protected Instance is unsuccessful due to unavailability of the Azure 
Site Recovery Service, provided that retries are continually attempted no less frequently than once every thirty minutes. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula : 

Service Credit: 

Maximum Available Minutes-Downtime 
~~~~~~~~~~~~~~ x100 

Maximum Available Minutes 

r---miMll,Aildid~ZMi---, 
<99.9% 10% 

99% 25% 

Additional Terms: Monthly Recovery Time Objective and Service Credits are calculated for each Protected Instance used by you. 

Multi-Factor Authentication Service 
Additional Definitions: 
"Deployment Minutes" is the total number of minutes that a given Multi-Factor Authentication provider has been deployed in Microsoft Azure 
during a billing month. 

"Maximum Available Minutes" is the sum of all Deployment Minutes across all Multi-Factor Authentication providers deployed by you in a given 
Microsoft Azure subscription during a billing month. 

Downtime: The total accumulated Deployment Minutes, across all Multi-Factor Authentication providers deployed by you in a given Microsoft 
Azure subscription, during which the Multi-Factor Authentication Service is unable to receive or process authentication requests for the Multi­
Factor Authentication provider. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Service Credit: 

Maximum Available Minutes-Downtime 
~~~~~~~~~~~~~~ x100 

Maximum Available Mbwtes 

r---•wm,m1¥11N-......,........11&MW---, <99.9% 10% 

< 99% 25% 

StorSimple Service 
Additional Definitions: 
"Backup" is the process of backing up data stored on a registered StorSimple device to one or more associated cloud storage accounts within 

1icrosoft Azure. 
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"Cloud Tiering" is the process of transferring data from a registered StorSimple device to one or more associated cloud storage accounts within 
licrosoft Azure. 

"Deployment Minutes" is the total number of minutes during which a Managed Item has been configured by Customer for Backup or Cloud Tiering 
to a StorSimple storage account in Microsoft Azure. 

"Failure" means the inability to fully complete a properly configured Backup, Tiering, or Restoring operation due to unavailability of the StorSimple 
Service. 

"Managed Item" refers to a volume that has been configured to Backup to the cloud storage accounts using the StorSimple Service. 

"Maximum Available Minutes" is the sum of all Deployment Minutes across all Managed Items for a given Microsoft Azure subscription during a 
billing month. 

"Restoring" is the process of copying data to a registered StorSimple device from its associated cloud storage account(s}. 

Downtime: The total number of minutes within Maximum Available Minutes during which the StorSimple Service is unavailable for the Managed 
Item. The StorSimple Service is considered unavailable for a given Managed Item from the first Failure of a Backup, Cloud Tiering, or Restoring 
operation with respect to the Managed Item until the initiation of a successful Backup, Cloud Tiering, or Restoring operation of the Managed Item, 
provided that retries are continually attempted no less frequently than once every thirty minutes. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Service Credit: 

Maximum Avai/t1ble Minutes-Downtime 
~~~~~~~~~~~~~~ xtOO 

Maximum A vai/ab/e Min utes 

r---SiitiifiMll11iliiiHli.......,.....-liGIIMB--, 
< 99.9% 10% 

25% 

StorSimple Data Manager 
Additional Definitions: 

"Total Requests" is the set of all requests, other than Excluded Requests, to perform operations against StorSimple Data Manager service during a 
billing month for a given Microsoft Azure subscription. 

"Excluded Requests" is the set of requests that result in an HTIP 4xx status code. 

"Failed Requests'' is the set of all requests within Total Requests that either return an Error Code or fail to return a Success Code within 60 seconds. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula : 

Total Requests-Failed Requests 
• X 100 

1ota/ Requests 

Service Credit: 

r---'MMll,IIIMB@-__,.........GAMI--, 
< 99.9% 10% 

25% 

Other Online Services 

Bing Maps Enterprise Platform 
Downtime: Any period of time when the Service is not available as measured in Microsoft's data centers, provided that you access the Service 
using the methods of access, authentication and tracking methods documented in the Bing Maps Platform SDKs. 

Jonthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 
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Total numher of minutes in a month - Downtime 
. X 100 

Total number of minutes in a month 

where Downtime is measured as the total number of minutes during the month when the aspects of the Service set forth above are unavailable. 

Service Credit: 
Monthly Uptime Percentage Service Credit 

< 99.9% 25% 

<99% 50% 

<95% 100% 

Service Level Exceptions: This SLA does not apply to Bing.Maps Enterprise Platform purchased through Open Value and Open Value Subscription 
volume licensing agreements. 

Service Credits will not apply if: (i) you fail to implement any Services updates within the time specified in the Bing Maps Platform APl's Terms of 
Use; and (ii) you do not provide Microsoft with at least ninety (90) days' advance notice of any known significant usage volume increase, with 
significant usage volume increase defined as 50% or more of the previous month's usage. 

Bing Maps Mobile Asset Management 
Downtime: Any period of time when the Service is not available as measured in Microsoh's data centers, provided that you access the Service 
using the methods of access, authentication and tracking methods documented in the Bing Maps Platform SDKs. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Total number of minutes in a month - Downtime 

l b I . . h X 100 Tota num er o minutes ma mont 

Nhere Downtime is measured as the total number of minutes during the month when the aspects of the Service set forth above are unavailable. 

Service Credit: 
Monthly Uptime Percentage Service Credit 

<99.9% 25% 

<99% 50% 

<95% 100% 

Service Level Exceptions: This SLA does not apply to Bing Maps Enterprise Platform purchased through Open Value and Open Value Subscription 
volume licensing agreements. 

Service Credits will not apply if: (i) you fail to implement any Services updates within the time specified in the Bing Maps Platform APl's Terms of 
Use; and (ii) you do not provide Microsoft with at least ninety (90) days' advance notice of any known significant usage volume increase, with 
significant usage volume increase defined as 50% or more of the previous month's usage. 

Microsoft Cloud App Security 
Downtime: Any period of time when the Customer's IT administrator or users authorized by Customer are unable to log on with proper credentials. 
Scheduled Downtime will not exceed 10 hours per calendar year. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 
------- -- X 100 

User Minutes 

vhere Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
uring that month multiplied by the number of users impacted by that Incident. 
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~rvlce Credlt: ~WbM4i,iiiiii,IM,~·-···:ih&MU~ <99.9% 10% 

99% 25% 

Service Level Exceptions: This Service Level does not apply to any: (i) On-premises software licensed as part of the Service subscription, or (ii) 
Internet-based services {excluding Microsoft Cloud App Security) that provide updates via API (application programming interface) to any services 
licensed as pa rt of the Service su bsc ri pt ion. 

Microsoft Flow 
Downtime: Any period of time when users' flows have no connectivity to Microsoh's Internet gateway. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Total number of minutes in a month - Downtime 
T l b f 

. . h X 100 ota num er o minutes m a mont 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident_ 

Service Credit: 

Service Level Exceptions: No SLA is provided for any free of charge tier of Microsoh Flow. 

Microsoft lntune 
Downtime: Any period of time when the Customer's IT administrator or users authorized by Customer are unable to log on with proper credentials­
Scheduled Downtime will not exceed 10 hours per calendar year. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 
User Minutes 

X 100 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Service Credit: r:::::7*'Miijl~i,~EhiMllllllll:E::::t•t!M1--, <99% 50% 

<95% 100% 

Service Level Exceptions: This Service Level does not apply to any: {i) On-premises software licensed as part of the Service subscription, or (ii) 
Internet-based services (excluding Microsoft lntune Service) that provide updates to any on-premise software licensed as part of the Service 

subscription. 
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Microsoft PowerApps 
Downtime: Any period of time when users are unable to read or write any portion of data in Microsoft PowerApps to which they have appropriate 
permissions. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula : 

Total number of minutes in a month - Downtime 
• X 100 

Total number of minutes in a month 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes} of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Service Credit: 

r:::::•~!t?'"·;m;.-,----,a!'u:::::, 
< 95% 100% 

Service Level Exceptions: No SLA is provided for any free of charge tier of Microsoft PowerApps. 

Microsoft Stream 
Downtime: Any period of time when users are unable to upload, playback, delete video or edit video metadata when they have appropriate 
permissions and content is valid excluding unsupported scenarios1• 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

User Minutes - Downtime 
~~~~~~~~~~x100 

User Minutes 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Service Level Commitment: 

Monthly UptimP. P~rcentage Service Credit 

< 99.9% 25% 

<99% 50% 

<95% 100% 

Service Level Exceptions: No SLA is provided for any free of charge tier of Microsoft Stream. 

1Unsupported Scenarios could include playback on unsupported devices/ OS, client side network issues, and user errors. 

Minecraft: Education Edition 
Downtime: Any period of time when users are unable to access Minecraft: Education Edition. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Total number of minutes in a month - Downtime 
·r l b f . . I X 100 ota num er o mmutes m a mont 1 

·vhere Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
..iring that month multiplied by the number of users impacted by that Incident. 
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Power Bl Embedded 

Deployment Minutes: is the total number of minutes for which a given workspace collection has been provisioned during a billing month. 

Maximum Available Minutes: is the sum of all Deployment Minutes across all workspace collections provisioned by a customer in a given Microsoft 
Azure subscription during a billing month. 

Downtime: is the total accumulated Deployment Minutes, during which the workspace collection is unavailable. A minute is considered unavailable 
for a given workspace collection if all continuous attempts within the minute to read or write any portion of Power Bl Embedded data result in an 
Error Code or do not return a response within five minutes. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Maximum Available Minutes - Downtime 

Maximum Available Minutes 
X 100 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

<iervice Credit: 

-MDiili#iii,l&i.......,----iJd@W......., I <99.9% 10% 

25% 

Power Bl Premium 
"Capacity" means a named capacity provisioned by an admin through the Power Bl Premium capacity admin portal. A Capacity is a grouping of one 
or more nodes. 
"Maximum Available Minutes" is the total number of minutes that a given Capacity has been instantiated during a billing month in a given tenant. 

Downtime: The total accumulated minutes during a billing month for a given Capacity during which a given Capacity is unavailable. A minute is 
considered unavailable for a given Capacity if all attempts to view Power Bl reports or dashboards within the minute fail due to system errors. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula : 

Maximum Available Minutes - Downtime 

Maximum Available Minutes 
xlOO 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Service Credit: 

r--bMll,,@1%11!¥.......,----ilhMMi......., 
<99.9% 10% 

25% 
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Power Bl Pro 
Downtime: Any period of time when users are unable to read or write any portion of Power Bl data to which they have appropriate permissions. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Total number of minutes in a month - Downtime 
. . X 100 

Total number of minutes ma month 

62 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
during that month multiplied by the number of users impacted by that Incident. 

Service Credit: 
Monthly Uptime Percentage S<1rvirn Credit 

<99.9% 25% 

<99% 50% 

<95% 100% 

a 

Translator API 
Downtime: Any period of time when users are not able to perform translations. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula : 

Total number of minutes in a month - Downtime 
T l b f 

. . I x 100 ota mnn er o mmutes ma mont 1 

,here Downtime is measured as the total number of minutes during the month when the aspects of the Service set forth above are unavailable. 

Service Credit: 
Monthly Up11me Percentage Servir.e Credit 

< 99.9% 25% 

< 99% SO% 

< 95% 100% 

Windows Desktop Operating System 
Additional Definitions: 
"Maximum Available Minutes" is the total accumulated minutes during a billing month for Windows Defender Advanced Threat Protection portal. 
Maximum Available Minutes is measured from when the Tenant has been created resultant from successful completion of the on-boarding 
process. 

"Tenant" represents Windows Defender Advanced Threat Protection customer specific cloud environment. 

Downtime: The total accumulated minutes that are part of Maximum Available Minutes in which the Customer unable to access any portion of a 
Windows Defender Advanced Threat Protection portal site collections for which they have appropriate permissions and customer has a valid, 
active, license. 

Monthly Uptime Percentage: The Monthly Uptime Percentage is calculated using the following formula: 

Maximum Available Minutes - Downtime 
Maximum Available Minutes 

X 100 

where Downtime is measured in user-minutes; that is, for each month, Downtime is the sum of the length (in minutes) of each Incident that occurs 
'uring that month multiplied by the number of users impacted by that Incident. 
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'-ervice Credit: 

.-1111&11,IMJF@,......,........idMI.---, 
I <~ ~ 

25% 

Service Level Exceptions: This SLA does not apply to any trial/preview version Tenants. 
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\ppendix A - Service Level Commitment for Virus Detection and 
Blocking, Spam Effectiveness, or False Positive 

64 

With respect to Exchange Online and EOP licensed as a standalone Service or via ECAL suite, or Exchange Enterprise CAL with Services, you may be 
eligible for Service Credits if we do not meet the Service Level described below for: (1) Virus Detection and Blocking, (2) Spam Effectiveness, or (3) 
False Positive. If any one of these individual Service Levels is not met, you may submit a claim for a Service Credit. If one Incident causes us to fail 
more than one SLA metric for Exchange Online or EOP, you may only make one Service Credit claim for that incident per Service. 

1. Virus Detection and Blocking Service Level 
a. "Virus Detection and Blocking" is defined as the detection and blocking of Viruses by the filters to prevent infection. "Viruses" is broadly 

defined as known malware, which includes viruses, worms, and Trojan horses. 
b. A Virus is considered known when widely used commercial virus scanning engines can detect the virus and the detection capability is 

available throughout the EOP network. 
c. Must result from a non-purposeful infection. 
d. The Virus must have been scanned by the EOP virus filter. 
e. If EOP delivers an email that is infected with a known virus to you, EOP will notify you and work with you to identify and remove it. If this 

results in the prevention of an infection, you won't be eligible for a Service Credit under the Virus Detection and Blocking Service Level. 
f. The Virus Detection and Blocking Service Level shall not apply to: 

i. Forms of email abuse not classified as malware, such as spam, phishing and other scams, adware, and forms of spyware, which due 
to its targeted nature or limited use is not known to the anti-virus community and thus not tracked by anti-virus products as a virus. 

ii. Corrupt, defective, truncated, or inactive viruses contained in NDRs, notifications, or bounced emails. 
g. The Service Credit available for the Virus Detection and Blocking Service is: 25% Service Credit of Applicable Monthly Service Fee if an 

infection occurs in a calendar month, with a maximum of one claim allowed per calendar month. 

2. Spam Effectiveness Service Level 
a. "Spam Effectiveness" is defined as the percentage of inbound spam detected by the filtering system, measured on a daily basis. 
b. Spam effectiveness estimates exclude false negatives to invalid mailboxes. 
c. The spam message must be processed by our service and not be corrupt, malformed, or truncated. 
d. The Spam Effectiveness Service Level does not apply to email containing a majority of non-English content. 
e. You acknowledge that classification of spam is subjective and accept that we will make a good faith estimation of the spam capture rate 

based on evidence timely supplied by you. 
f. The Service Credit available for the Spam Effectiveness Service is: 

% ot Cc1lend~r Month that Spam Etfcct1veness is below 99% Service Credit 

>25% 25% 

>50% 50% 

100% 100% 

3. False Positive Service Level 
a. "False Positive" is defined as the ratio of legitimate business email incorrectly identified as spam by the filtering system to all email 

processed by the service in a calendar month. 
b. Complete, original messages, including all headers, must be reported to the abuse team. 
c. Applies to email sent to valid mailboxes only. 
d. You acknowledge that classification of false positives is subjective and understand that we will make a good faith estimation of the false 

positive ratio based on evidence timely supplied by you. 
e. This False Positive Service Level shall not apply to: 

i. bulk, personal, or pornographic email 
ii. email containing a majority of non-English content 
iii. email blocked by a policy rule, reputation filtering, or SMTP connection filtering 
iv. email delivered to the junk folder 

f. The Service Credit available for the False Positive Service is: 
False Pos,t1ve Ratio m ;i Calend,ir Month Service Credit 

>1:250,000 25% 

>1:10,000 50% 

> 1:100 100% 
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\ppendix B - Service Level Commitment for Uptime and Email 
Delivery 

65 

With respect to EOP licensed as a standalone Service, ECAL suite, or Exchange Enterprise CAL with Services, you may be eligible for Service Credits if 
we do not meet the Service Level described below for (1) Uptime and (2) Email Delivery. 
1. Monthly Uptime Percentage: 

If the Monthly Uptime Percentage for EOP falls below 99.999% for any given month, you may be eligible for the followi ng Service Credit: 
Monthly Uptime Percentage S1>rv1ce Credit 

<99.999% 25% 

<99.0% 50% 

<98.0% 100% 

2. Email Delivery Service Level: 
a. "Email Delivery Time" is defined as the average of email delivery times, measured in minutes over a calendar month, where email 

delivery is defined as the elapsed time from when a business email enters the EOP network to when the first delivery attempt is made. 
b. Email Delivery Time is measured and recorded every 5 minutes, then sorted by elapsed time. The fastest 95% of measurements are used 

to create the average for the calendar month. 
c. We use simulated or test emails to measure delivery time. 
d. The Email Delivery Service Level applies only to legitimate business email (non-bulk email) delivered to valid email accounts. 
e. This Email Delivery Service Level does not apply to: 

1. Delivery of email to quarantine or archive 
2. Email in deferral queues 
3. Denial of service attacks (DoS) 
4. Email loops 

f. The Service Credit available for the Email Delivery Service is: FMAMMl4!!WiiEM·l·N57:I::::li&E''7:1 
_ >10 _ 100%_ 
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E.I ConvergeDne 

SKYPE FOR BUSINESS USER INSTRUCTIONS 

ConvergeOne performs end-user training via webinar. The following arc Skype for Business 
instructions available at the Microsoft support website. In addition, videos of these same 
instructions can be viewed at: https://suppo11.office.corn/en-us/article/Video-What-is-Skype­
for-Husiness-3a2 lcca4-434d-41 f1-ab06·3d4a268573b7?ui=en-US&rs=en-US&ad=US. 

Set Up and Sign In 

Download and Install 

Skype for Business is typically installed 
with Office 365. If you have Office 365 
but don't already have Skype for Business 
and need to install it, sec: 

• Install Skype for Business on 
Windows 

• Install Skype for Business on a mohile 
device 

Si~11 in to Skype for Business 

1. Enter your work or school account. 

2. Enter your password. 

3. Select the Save my password check 
box if you'd like Skype for Business to 
save your password, so you don't have 
to enter it each time you sign in. 

4. Select Sign In. 

(ID Skyp~ for Busln~ss - Cl X 

Skype for Business 

Sign in ®· 

Sign-in addres.s: 
J alexd@contoio.com 

Change 
Use the sign-in address for your organization - not a 
Skype Name or Micro~ort account 

learn More 

Password: 

1-;iJ Save my password 

Sign in as: 
0 Available ~ 

~i9n ln 
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Set Up your Audio Device 

1. from Show Menu ... , select: 

Tools> Audio Device Settings. 

2. Below Audio device, select the device 
you want and customize the settings: 

o Speaker - Select Play , and 
drag the slider to adjust the 
volume. 

o Microphone - Speak to test the 
volume, and drag the slider until 
the progress bar reaches the 
middle of the test area. 

o Ringer - Select Play , and drag 
the slider to adjust the volume. 

3. Adjust the audio settings and select 
OK. 

Set Up your Video Device 

1. From Show Menu ... , select: 

Tools > Video Device Settings. 

2. Below Video device, select the 
camera you want. 

3. Adjust the camera angle to center your 
image in the preview pane. 

4. Select Camera Settings if you want 
to adjust the video processor or 
camera controls. 

5. Select Crop and center my video in 
meetings to focus and zoom in on 
your face during video conferences. 

6. Select OK. 

Audodt...ce 
$de(.t Ille dev!ce you WMI to ust fot ao.dO cals: 

Sk)'Pt fo, Business~ Opt.iot1s 

Oei..:1dl 

PetS::lnal 
Ccm,eu IJ,t 
St .... 
My Picture 
Phl>nes 
}>J..,, 

IM 
Ain!;lonc I and Sound, 
A.Jdb Device 

'A'deJDevice 
Ria Sa.vrlg 
~ortling 
Skype rteeunge 

' -·L---' 
~~ ~.itekttv,Oemt1an Audo} 

' l lil- ; 
' ' 

V.dc.odieYIU! 

Select the camera you ¥tdnt to use for video calls: 

- _ _ ___:,'j 

\lldeo6~ttings 

@Croo and center mv video In mee171gs: 

X 
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Chat 

Find and Add a Contact 

Com1ect with people in yom organization, 
or with friends who have Skype accounts. 

1. On the Contacts tab, in the Find 
someone box, type a name or email 
address. 

2. Tn the search results, right-click the 
person you want to add, and select 
Add to Contacts List. 

3. Select the contact group you want to 
add the person to, if you have contact 
groups set up. 

When you add a person to your contact 
list, they receive a notification. External 
contacts must accept yom invitation 
before you can see their availability. 

Start an Instant Messa2e (IM} 

~ Skype- for Business - Ll X 

What's happening today? 

• ~ 

Alex Darrow 
Available "" 
Set Your Location ... 

rt!1 
t::..J 

sara Clavil 

MY CONTACTS 

Sara Davis • Away 1 s mins 

Product Manager, Sale~ & Marketing 

Sara Davis 
UNITED KINGDOM 

Sarah Davies 
Marketing Assistant,. Sales & Marketing 

X 

1. On the Contacts tab, point to a I 
contact's picture, and then select Send ~ - 8 c:,. @· @ @ (:) 
an IM 8 . --------------------
To add others, select 

Invite More People G in the upper­
right corner. 

Tip: To IM with multiple people, you 
can also press Ctr! and select each 
contact. Then right-click and select 
Send an IM. 

2. Type your message. 

3. Select Send G orpressEntcr. 
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Start a Voice or Video Call 

Quickly place a call to any online contact. 

• Point to a contact's picture and select 

Call • or Sta1·t a Video Call • . 

• To add voice or video to an existing 

conversation, select Call e or 

Video Call 0 . 
Note: If you don't have a camera, the 
video call options are not available. 

Receive a Call 

Select an option: 

• Select Answer to accept the call. 

• Select Ignore to dismiss the call and 
send it to voice mail, if available. 

• Select Options and then select: 

o Reply by IM to dismiss the call 
and start an instant message 
session with the caller. 

o Set to Do Not Disturb to dismiss 
the call and change your status. 

o Answer With Audio Only to 
answer a video call without 
sending or receiving video. 

End a Call 

• Select Hang Up Oor press Ctrl + 
Enter. 

Note: To end an instant message, close 
the conversation window. 

· ~@ ® 0 

Options ... Ignore 

Ill Replyby!M 

:o Set to Qo Not Disturb 
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Share and Schedule 

Share your Desktop or a Pro~ram 
In a conversation window or messaging 
window: 

1. Select Share Content • and select 
an option: 

o Sha1·e your Desktop to show the 
entire contents ofyom desktop. 

o Share a \Vindow and double­
dick the program or window you 
want to display. 

The Currently sharing tab and 
yellow border around the shared 
content appears. 

2. Select Stop Sharing when you're 
done. 

Send a File in an IM 

• Drag the file from File Explorer to the 
conversation window, or 

• Copy the file or image you want to 
send. and paste it into the 
conversation window. 

Everyone in the conversation receives 
a notification, which they can accept 
or decline. 

Send a File when You are Not in a 
Conversation 
1. Select the contacts from your contacts 

list. 

2. Drag the file onto the selection. 

The selected contacts receive a 
notification. which they can accept or 
decline. 

Share your Quktop ... 

Snare a ~ndow ... 

Share Pow~1Polnt filts ... 

Co,A.11,thcir Otfl<e Ooc ... 

Add Attadiments ... 

ihaml Notes ... 

Manag~ ,onttnt 

® oee e 

El Molly Dempsey $ - 0 X 

o Molly Dempsey ~ 
PRODUCT MANAGER, Available -Video capable ~ 
lo~ 2. Parti<ipants 

Could you please have a quick look 
at this before I send it out? 

<J © 0 

® oeo e 

G 



Chan2e your Presence Status 

Your presence status is automatically set 
based on your Outlook calendar. To 
manually change it: 

• Select the status a.tTow below your 
name. 

• Select the presence indicator you want 
to display. 

• To tu1do, or have Skype for Business 
automatically update your status, 
select Reset Status. 

For more information, see Change your 
presence status in Skype for Business. 

Join a Skype for Business :Meeting 

There are multiple ways to join a Skype 
for Business meeting: 

• Select the Meetings icon in the Skype 
for Business window, and then 
double-click the meeting to join. 

• Select Join Skype Meeting in an 
Outlook meeting request. 

• Select Join Online in an Outlook 
meeting reminder. 

Schedule a Skype for Business 
Meetin&: 

In Outlook or Outlook Online: 

• Open your Outlook calendar. 

• Select Home> New Skype Meeting. 

• Complete the meeting request. 

Tip: Before you send the meeting 
request, set options, like who can get into 
the meeting directly, and who has to wait 
in the virtual lobby. For more, see Set up 
a Skype for Business Meeting in Outlook. 

1-\!;i'} '.ikyp: tor eu~1ne~\ - r:J-----;-
What''> hapµt>n i11r1 toci;iy? 

~ 
Molly Dempsey 
Avalta It ·~ 
0 Atadable 

• • jiusy 
®"' ... 0 Oo Nol .Qirturb 

---- Bt Right Back 
Find some< 0. 

Off'.t!ork 

rSHIPS GROUPS. Appear A.way NEW :. .. 
I 

" FAVORITE Rcsc} Status 

"' OTHEj:t C1 Sign Out 

~it 

1--
® ',lcypr tor 8u1111tss - rl X 

I 

Whnl', h,lfll"'n:119 Coday? 

Alex Darrow 
Available • 
Set Your location • 

0 
c::, 

I M~tNow I 
TODAY 

3:00 Project review 

• 
PM Ends 3:30 PM (Slcypt Meetlngl 

Home 

IT!Iil rn .... ~ ~ 
New New New New Skype 

Appointment Meeting Items• Meeting~ 
New Stype ME"ttlng 

~ ' ~ 
Today Next7 

Cays 
Go To r. 
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SKYPE FOR BUSINESS 
SERVICE DESK 
TRAINING 
(Q Copyright 2017. Private and confidential 

I ConvergeOne 
Ver~io~ 2.C 
10/"J.7/201/ 

I.Ill 



SERVICE DESK TRAINING AGENDA 
> Skype for Business User 

Management 

> Moves 

> Adds 

> Changes 

> Skype for Business 
Troubleshooting steps 

> Check-list for Sign-In Issues 

> How to collect client logs 

> Additional steps 

> Skype for Business Sign in process > Log collection tools 

> Lyncdiscover > Snooper (reads client logs) 

> Legacy > Remote Connectivity Analyzer 

> Lyne Connectivity Analyzer 

'f' \.-opvr1ghi 2Ui, Private 2:10 ccr1f1der::iai t i 

.. 



.. 
SKYPE FOR BUSINESS USER MANAGEMENT 

> Enabling a new User 

> SIP URI 
> Line URI 
> Policies 

> Changing User settings 
> Moving the user to a different pool 

,_c U)ti·,-, 1::r··, .!Lll i Pr,,;i':.: ;111d C(l:·.:;J(c'r1,,;,i Cl 



Home 

users 

Topology 

lM and Presence 

Persistent Chat 

Voice Routing 

Voice Features 

Response Groups 

Conferencing 

Clients 

Federation and 
External Access 

Monitoring 
and Archiving 

Security 

Network 
Configuration 

Welcome, Chris Lehr {Admin) 
" View your roles 

Top Actions 
Enable users for Slcype for 8u$incSS Server 
Edit or move users 
View topology status 

" Vie-.v Monitorillg ,eports 

Connection to Skype for Business 
Online 
Check 1ecomrt1endations from Office 365 

You h~e not signed in to Office 365 
Sign in to Office 365 
Set up liybrid with Skype for Business Online 

~ 

Getting Started 
First Run Checl(!ist 
Using Control Panel 
Slcype for Business Server 2015 

Using Office 365 

Getting Help 
Online Documentation on TechNet Libraty 
Slcype for Business Server Management Shell 
Slcype for Business Server Management Shell Script l.,brary 
Slcype for Business SeM?r Resource Kit T col~ 

Community 
Forums 
Biogs 

JP(b 6:28AM 
6126(2015' 

DEMO: 
SKYPE FOR 
BUSINESS 
USER 
ADDS 



Home 

Use~ 

Topology 

IM and Presence 

Persistent Chat 

Voice Routing 

Voice Features 

Response Groups 

conferencing 

Clients 

Federation and 
External Access 

Monitoring 
and Archiving 

Security 

Networic 
Configuration 

-!!iii 

C 

US.ER SEARCH 

0 S-dl O WAP search 

SearcJHor u~!'!;~ }YP'r!9 a ysers r.ame or clicking Add filter .Fi~ ~ Isl + Add filter ~ 

SI, &leble usa:s .,. / Edit .,. Actior. .,. 

Display name "" Enabll!d SIPaeldress Homed 

Select the type of search that you want to perform. 

~ 

Maximum users to display. I 200 ffi 

Te!es,hony 

!fl, tel (b 

• 

6:31 AM 
6/261.261S 

DEMO: 
SKYPE FOR 
BUSINESS 
USER 
CHANGES 



Home 

UseJ> 

Topology 

IM and Presence 

Persistent Cha1 

Voice Routing 

Voice Features 

Response Groups 

Conierencing 

Clients 

Federation and 
External Access 

Monitoring 
and Archiving 

Security 

Network 
configuration 

-~ 

USER SEARCH 

0 Sean:h O 1.DAP -.rch 

Clris .__ _________________ I. !!oo. .. 1 lr l&I + Aao filter ~ 

~ flloble USl5li T / Edit Y AdiOl'I T 

Display fl<lme "' Enabled 

Chtis Heacod:. 

O\ris Lehr 

t:;a 
~ 

~ 

.J 
J 

SIP address 

Sip,::hea~m.com 

s\p:Cllris@edrateam.com 

Search results: 2 Maximum user5 to dispfa)s j 200 @ 

Homed Telephony 

IS2013.fE.:p()()Le>lfrateam.a,m Enterprise Voice 

l.52013-FE-l'OOLe>.irateam.com Enterprise Voice 

P,~(b 

8 

&3S.AM 
6/26,l.2015 

DEMO: 
SKYPE FOR 
BUSINESS 
USER 
MOVES 



Home 

Users 

Topology 

IM and Presence 

Persistent Chat 

Voice Routing 

Voice Features 

Response Groups 

Conferencing 

Clients 

Federation and 
External Access 

Monitoring 
and Archiving 

Security 

Networlc 
Configuration 

-~ 

USERSEAACH 

0 Sea.rc:h O LOAP search 

Chris 11- F/nd_ I ~ 15' i-Add 1itrer- ~ 

$ Enal>:e UsetS "" / Edit ..,. Action ..,. 

Oispllsy name "" Enabled 

Ollis Hea<:OCI(. 

Chris Le!>r 

+.,.ts 

~ 

" " 
SI:> address 

sipx:hcl!a)ck@~te~m.com 

:sip:Chris@extrateam.com 

Sea,ch results: 2 Maximum u~ to display: i 200 ffij 

Homed Telephony 

IS20B-fE.POO!.eclrate..m.rom Ent~se Voice 

I..S2013-FE-POOl.exirateam.com Enterprise Voice 

fo ffi). (b 

• 

6:38AM 
6(26/201S 

DEMO: 
SKYPE FOR 
BUSINESS 
USER 
DISABLE 



SKYPE FOR BUSINESS SIGN IN PROCESS 
LyncDiscover 
> For Automatic login, verify Lyncdiscover DNS and HTTP/Sare working correctly 

by opening a browser from the affected client and accessing the following web 
pages: 

> http://Lyncdiscoverinternal.contoso.com/ 

> https://Lyncdiscoverinternal.contoso.com/ 

> http://Lyncdiscover.contoso.com/ 

> https://Lyncdiscover.contoso.com/ 

> You should receive something like the following data blob: 

("_links" :!"self": !"h ref':"https://SfBweb-ext. con toso. com/ Autodiscover / AutodiscoverSeivice. svc/ root ?originalDoma in,.contoso.com" }, "user" :f'href": "https ://SfBweb-

ext .contoso. com/ Autodiscover / Au todiscoverSeivice .svc/root/ oauth/user ?original Domain~contoso.com"}, "xframe" :( "href': "htt ps://SfBweb-ext .cont oso. com/ Au todiscover /XF ra me/XFrame .html" I I I 

,.c Copvrigr· t 2u1 ·i Pri,,;;,k and ccr,i1der.1,al t i 
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SKYPE FOR BUSINESS SIGN IN PROCESS 
Legacy SRV records 

> If Lyncdiscover process fails, client will try the SRV record in DNS if published 

> Internal SRV record 

> nslookup 

> set q=SRV 

> _sipinternaltls._tcp.contoso.com 

> External SRV record 

> nslookup 

> set q=SRV 

> _sip._tls.contoso.com 

) set q=srv 
> _sip._tls.microsoft.com 
eruer: 2012r2dc2.dorriain.uon 
ddress: 192.168.201.35 

on-authorit~tiue answer: 
s ip. _t ls. r.iic1•osof t. con 

pt•iot'i t !l 
ue i9ht 
port 
sv1• hostnarrie 

ip.rriinrosnFt.corri 
> -

SRU service location: 
~ 
0 
443 
sip.roicrosoft.com 

internet address • 167.220.6?.160 

:;) Coovright 20i 7. Pr1v;;t-2 anci ccd:Jer,t:a, E.I 
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CHECK-LIST FOR SIGN-IN ISSUES 
First - misconfiguration on the Skype for Business client or user 

> Try manual login specifying the Front End pool name 

> Ensure the time/time zone on client and servers are correct 
dvanced Connection Settmgs 

> Confirm user is enabled for Skype for Business Seleetthemeltlodyouwanttousetoconl~e~u1cc»1ne.:tions~gs 

• • ("' ~utoma!ie C()rliguration 

> Is the user s1gn-1n address correct? r. g.,nualconfi111,a!ion 
!ntemal se,ve, name 01 IP add,ess: f1spoolll_eontoso.com 

> Working internally not working Externally? ~::/:;::Padc!r;!!~l,S ~,s_,a-lt.co-ntoso-C()m-
44

l-,----

> Isolate the issue based on the behavior of the problem reported 

> Make sure to update with latest client updates and Windows Updates 

,.s;: ~0~1yr1~h: 2Ul7 Pr,•:;:;te c:nd confij2r·:a, Cl 

~ 



CHECK-LIST FOR SIGN-IN ISSUES 
Second - User cache information might be corrupted 

> Clear the cache account information from: 

> c:\users\<userna me>\AppData \Local\Microsoft\Office\15.0\Lync\sip _ <userna me>@domain.com 

or 

> c:\users\<username>\AppData \Local\Microsoft\Office \15.0\Skype for 

Business\sip_ <username>@domain.com 

LllfJU'.JalU Vl~~IIJ~r.: l'tC\•'/ 

® .... 1' _ « AppData > Local > Microsoft > Office ~ 15.0 > Lyne 

,;'.( Favorites 

Desktop 

J i,; Technical Docs 
11 items 1 item selected 

,. 

.., 

,,. 
Name 

t,. sip_2esteink@microsoft.com 

~; Tracing 

V~1 CIJ 

v ~ S.earch L,•nc 

Date modified Type 

1/20/2014 9:39 AM File folder 

1/20/2014 9:40 AM File folder 

,c_:, Lop·, rit:ht 2Ul 7 c•r1v2t2 and con·iden:12i t i 
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CHECK-LIST FOR SIGN-IN ISSUES 
Third - User cache information might be corrupted 
> Clear the cache account information from Credential Manager 

on Windows Control Panel 

l-=--1® -3 

@D•ra!. . Ce>r>:n>IP>11<1 • u ... Accounu • • r;i I St.:>r:" C<>o. .• J 

CO'llrol P.and Honn 

Sy,t<m Ind S.Curity 

Nietv,.,o,k.and tnremd 

w.,.,,.,re 611d Sou"d 

Progrllm~ 

• 0'5« h<OGIIU 

Appe.1m,nce tnd 
PtrsoNJa.bti,on 

00<1<. Lllllguag<'. •nd ~•')ion 

~ 

7J; 

-
~ 

User Accoums 
,:~1iflQC >'{IIJI 3''\<:~tJI',( F•ct\l:e. 

$' G,·.-e ,~'M' u'!.eJi .1Y.~d-s1, to :h.Js ,.:>m~ISltt 

$' Cl'Mr,9,c .&~c.c;unt t)·,=e 

Windows CardSpace 
M,n.e; c ~nfcttl"'k!uen C.:,ds tn!lt ,trt 1,,1,;(',:I t.o lor_. "" ({I ,.,:,r,t <;tM~<; 

Credemial Man.)9er 
Mlt'lt~~·li,""dew$ <~6<:l~!i~I<:; 

F~ Mail (->2·bit} 

@Q •fa « AIICo,mclP~ndll- • C•l'Clt!"ti.ilM"""J"' • r:;;i r °Y.!u-:-J• C c.n~,c~ Pc.-.~! 

Control PM<l H~ 
Gc,r1ifiate-8-:d crc""'1!iob 

N4<~1!if~01~~ 

A~,"i,,. c:trt~i(,;>H:•·t:i\".;~ <.u•dt'-"':f •JI 

G ........ Cndmtids ;.,$0 . 9<"<f1C(I~ 

t.1,ao,oft.0Cl-:un.alj>;>cknem«?.0=1ao,oit.ccm:i;.. Mod1f1cd: Ul'-'2PU ;; 

Mic,o:;of~ OQ:"""•'1>t•t•l\.9<:k«•,~oil9r•d~m.oo.. Mod,fo:d: U/lQjl! ~ -

t,4ic,0>0f:_OCl:u1,041pl~"-9<"-«y•el<:,m,nltct,crnmL. Modd•rd: ~fl~!JO!? " 

Cnt~fte! or net:wetl: addt«<: 
Mirnr..oft_OQ..,ri:1lV1cki11.9o~c~•diOmd1tt<r.otwnk,osoft.c •• 

Use, name alp1uin.goicceyrd<Omstilte<,onmicrosofuom 
Pa~crd:. , ...... ., 

Pe,~i:tcnw E~e,p,;Jc 

[ .:ht :.~ : . ::: ". ~.:.:"'..~•:'·'' .. 

Mi<.rosotc. OCl:ufi;; 1fpt~if"~~lpdw..o.cnmiit~oft,c:..... 

Mi<fbSOft. ca, .... al,ltlo:it>Omsf.Jttt. onm,crosolt,co , .. 

f..•1c-difi,e:4,; l,::?126!2 
.~ ·y .. , 

Mod.lied. J 12:i-'201! · ~ 
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CHECK-LIST FOR SIGN-IN ISSUES 
Fourth - User cache information 111ight be corrupted 

> 0 pen Ru n then type M MC • certm9r - (Certificates - Cutrent User\Personal\Certificates) 
L=.,I @ lw-J. 

> Go to File 7 Add/Remove Snap-in 

> Select Certificates and click Add 

> Select "My user account" 

> Click Finish 

I file ~ction '{lew t!elp 

_ ~ u:iJml 2? I fl trn1 
- Certificates - Current U5er ~ 15.sued To 

., :J :;r~:!cates ~ ~;;;@maximo.ws 
P i...J e oo cation "' ~ Rui Maximo 
c, Gl Enterprise Trust ~ Rui Maximo 

I> 2j lntermediate Certifie.ttlon ~ Rui Maximo 
I> W Active Directory User ObjE ~ Rui Maximo 
!> 2J Trusted Publishers ~ Rui Maximo 
I> 31 Untrust~d Certificates ~ Rui Maximo 
h ...;; TJ,ij,.,I .. D~m., '11' ...... r-p,i./;r::i, ... ti) Rui Maximo 
< I HI J • • rl ..;.:_ :.:..:..:;==-rn---=::i--_-__ 

Personal store contain~ 16 certifi<ates. 

Issued By 

Communications Server 

MSITlPMl 
rrG NTOEV level 2 CA 1 

MSJTTPM4 

ITG NTDEV Level 2 CA 1 

TTG NTDEV level 2 CA 1 
MSIT Enterprise CA 4 
MSIT Entell)rise CA 2 

> Go to Personal 7 Certificates. Delete the certificate issued by 
"Communications Server" 

> These will be reissued upon next sign-in attempt 

~ 

rf:j (opvrigh; 2Dl 7. P1:v,n2 and conf:denr:al t i 

.. 



CHECK-LIST FOR SIGN IN ISSUES 
Fifth - Additional troubleshooting steps 

> From the affected client machine, try to sign in with a 
different Skype for Business Account. 

> If possible, ask user to sign in on a working PC/Device 
to test their account/password. 

> Test the users credentials at 
testcon nectivity. Microsoft.com 

,::; 'on,,r1·-h: )Oi' -, Pr'1,·-•;c, ,,no' c-,n,,-iur,,,,s, Cl ,_. '-- ~~J r:;,,,...,. • , ,cl(._._. .V,,•,<..,;<.;;. • O,. 

.. 



Microsoft® 

Remote Connectivity Analyzer 

r select the test VQU want to run. 

J~ Exchange server J Lyne/ OCS Server II Office 365 ~ Client ~ Message Analyzer 

Microsoft Lyne Tests 

~ 

® Lyne Servfl[ Remote Connectivity Test 

·~;, Lyne Autohtscover Web Service Remote Connectivity Test 

Microsoft Office Communications Server Tests 

(i Office Communications Server Remote Connectivity Test 

fJ 

.. 
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VIEWING IN-BAND PROVISIONING DETAILS 
After sing-in clients receive settings through in-band provisioning 

> From the client machine's System Tray, select Skype for 
Business icon 

> Use CTRL + Right Click of Mouse 
> Click Configuration Information 

N.ame 

DG URL External 

Qualil;y" Metrics URI 

URL Internal From Server 

URL External From Se1'11er 

Voice mail URI 

Exum Enabled 

Exum URL 

MRAS Server 

GAL Status 
Controlled Phones 

PC to PC AV Encryption 

Value 

http s :/J\Nebext. contos o, com :443/groupexp ans i o n/se rvi ce. svc 

sip:I s po o 101. contoso. com@contos,;i.co m;gruu; op ;;que = s rvr: H omeSe rver:cd2m bnovlluIARflluqZO SwA . .e.. 

https :/ii spoolO 1. contos o. com: 443/abs/handler 

https ://web<:xt. conto so, com: 1143/a bs/handle r 
sip:vivian@contoso.c,;im;oi:,aque= app:voicemail 

TRUE 
E UM:Vivian@co ntos o .co m;ph,;ine-co ntext= Red mond . .:o ntoso.co m 

https://lspoolOl.c,;intoso.com:443/abs/handler 

TRUE 
AV Enc,yption Enforced 

Statu! 

Not Configured 

~ Status 

~or.figuration Information 

Sig!l,Oul 

Sign-in !:ogs 

Qpen 

LOt::\;;;,ht 2Ul / P,1vb:,:e a,10 cor:'1der, ,12: ICI 

~ 



.. 
SKYPE FOR BUSINESS TROUBLESHOOTING 
Collecting Client Logs 
> The following slides present the steps on how to collect logs 

> Collecting logs: 

> Check SfB logging 

> Stop SfB client 

> Clear tracing folder 

> Start SfB client 

> Reproduce issue 

> Stop SfB client 

> Collect/Zip logs 



> 

> 

> 

SKYPE FOR BUSINESS TROUBLESHOOTING 
Check client log settings :rf!i\ --~ - --~- ~ -.... __ , 

How to collect Client side logs 
On SfB client Cog7 Tools70ptions 
Can be set with: 
Set-CsClientPolicy -EnableTracing $true -TracingLevel Full 

Help your support team help you 

Logging in Skype fur Business: Light 

:~ Also collect troubleshooting info using Windows Event logging Learn More 

• ... 
Chris Lehr 
Available ... 
Austin, 1X • 

Q 0 
... ... 
·:· ~ 

Find someone or a room. or dial a number 

GROUPS STATUS 

~ FAVORITES 

~ EXTRATEAM (6) 

t OTHER CONTACTS [5) 

~ CAT(1) 

~ PLCM [11 

~ SON US (OJ 

I> OT(O) 

I> ACTIAN (OJ 

~ PACIFIC ETHANOL (OJ 

v TEST ACCOUNTS (0) 

I> PALO ALTO (OJ 

~ways on Top 

Recording .Man ager 

Audio De~ice Settings 

Video Do:vi!;e Settings 

Call Forwarding :i~ttings 

Qial-in Conferencing Settings 

Response ~roup Setting~ 

Qptions 

~ • (, • CALL FORWARDING Off 

o· 
file 

Me.et Now 

!ools 

!:!elp 

~how Menu Bar 

~l 

~( Cc-p·.,rr;;h: 2L 17. F'r iv212 anci confrdew.rai t i 

1(1 

.-1 



4 

CLIENT LOGGING LOCATION AND FILES 
> Default client log file locations: 

> Lyne 2010: c:\%userprofile%\ Tracing 

> Lyne 2013/SfB: %userprofi le%\AppData \Loca I\M icrosoft\ Office \15.0\Lync\ Tracing 

> Or SfB new install: %userprofile%\AppData\Local\Microsoft\Office\15.0\Skype for Business\Tracing 

> File extension is .Uccapilog 

> Unified Communications Client Platform (UCCP) logs helps in tracking Server connection issues 

> Default file name Lync-UccApi-0.Uccapilog 

> File can be opened using Notepad or Snooper for analysis 

> The Tracing folder also contains ETL files 

> ETL contains advanced Diagnostic information including driver details and significant events on computer (This 

file can be decoded by Microsoft Support) 

<: -oo·-·r •r..·r1: ) lJ.l' Pri\·'·'" ,,r1,- ro~ :1·,, -- "', ·,,· . , _ ..... . , 't: ~ •• _, · c,t..:: ~· ...._. ~ ,,J ...,.t:;',,,.c • 



CLIENT LOGGING FOLDER 

Oipboara 

® ... t 

I.it. SkyOrive 

i~ This.PC 

..Kl Desktop 

fl Documents 

~ Downloads 

Organiz~ l·li!W Open Select 

« OSDisk (C:) > Users > zesteink > AppOata > Local > Microsoft > Office > 15.0 > Lyne > Tracing -
" Name Date modified Type 

Li Lync-15.0..4535.1507-0ffice~hip-U.etl 1/20/2014 10:48 1W ffiFile 

U Lync-15.0.4535.1507-0ffice-1<86ship-U.ett.bak 1/2.0/2.014 9:39 AM SAK Filia 

.ij, lync-UccApi·O.IJccApilog 1/20/2014 10:48 AM UCCAPILOG File 

LJ UCMAPt15-15.0.4535.1000-0ffice-xS6shi?-U,etl 1/20/2014 1 G:4& AM rn File 

C Lync-UccApi-0.UccApilog.bak 1/20/2014 9: 39 AM 6AK File 

LI:; LvncPCPaufMeetinq.zip 12/2.0/2.013 3:13 PM Compressed (zipp ... 

,; Ci Sea1 

Size 

37,120 Ka I 
20,9£-2 KB 

14,061 KB 

9.472 KB 

2.,071 KB 

613 KB 

'f-' Cooyrigr, 2Ul7 . Privaio::: :;;11c confiden:1ai t i 

1G 



~Q,;, .i.'. ~ ers • robin > AppData • _Local • Microsoft • Office • 15.0 > Lyne • Tracing • _ _ __ ... ~ [_le_:rrh ~ro:i"J _ 
l= IC@J~ 

Pl 
Organize • Include in libra,y • 

;_; PortQcyUl 

.i , Program Files 

J, Progmn Files ("86) 

_;,, temp 

i. Tools 

5; Users 

! , Chris 

s,, chris.DOMAIN 

_;,, Public 

l.• robin 

J..: .cisco 

.it Contacts 

_iit Desktop 

4 Downloads 

l!i Favorites 

if Links 

[ My Document.I: 

Ii My Music 

, ~i My Pictures 

Jll My Videos 

.!t Save:d Games 

.f. Searches 

11, TEMP 

21 items 

Sharewith • New folder 

t,lame 

! t. OCAddin 

J,. WPPMedia 

S Lync-lS.0.4693.1000-SigninTelemetrylog 

c_J Lync-15.0.47011000-SigninTelemetrylog 

;J lyn,-15.0.4719.1000-0ffi ce-x86ship-U.etl 

_j Lync-15.0.4719.1000-Signin T elemetrylcg 

_j Lync-15.0.4727.1001-0ffice-:"86ship-U.etl 

J Lync-lS.0.4727.l.CIOl·Office-x86ship-U.dl ... 

~ Lync-App5.haringMediaProvider-O.AppS ... 

l__: Lync-AppSharingMediaProvider-0.AppS ... 

c:_ lync-UccApi-0 

~ Lync-UccApi-0.UccApilog.bak. 
_ , ~ SCT_Lync_O 

G SCT_lync_l 

;;,_.:, SCT_OCAddin_O 

[j SCT _Offline_Storage_Lync_O.dat 

CJ SCT_Offlin.e_Storage_Lync_l.dat 

L.J SCT _ Offline_Storage_ OCAddin_O.dtt 

c__; UCMAPn5-15.0.4709.1000-0ffcce-x86shi ... 

~ UCMAJ>D.5-15.0.4727.1001-0ff1ce-x86shi ... 

~ UCrvtAPnS-15.0.4727l001-0ffice-x86shi ... 

~ l ® 

-- • rn & 
Cate modified Type Sile 

4/7/2015 !i;45 PM File folder 

6/24,'2015 10:10 Arvl File folder 

3/10/2/JlS 2:18 PM XML Document 20 KB 

4/16/2015 4:4J P~.l XML Dccumeni 1.44 KB 

6/10/2015 11:11 AM ETL Fiie .5,888 KB 

5!20i2CC5 11:B AM XML Do cu rnent 4 KB 

6124 !2015 10:1 •) AM CTL File ·3i<B 

6/l5i2015 5:16 PM BAK File 2,1.192 KB 

6/24/201510:10 AM APPSHAPlNGMEO ... 1 KB 

6/16/2015 5:16 PM BAK File 1KB 

6/2.\/2015 10:11 ;lJJI UCU.PLOG Fi!e 2.537 K6 

6 :1.6(2/JlS 5:16 Plvl BAK Fil" 24,610 KB 

6JZ4;'.201S 10:10 i>.M Te:.'<': Dccument 0 KB 

4:15/2•Jl510:12 ~-M Te<: Do,umoeni 2KB 

4,7/201S 6:45 PM Tact Document 0 KB 

3/V201S .3:15 AM D.~T File 1 K6 

3/4/2•Jl5 3:34 PM DAT File 1 KB 

3!3i2•Jl5 2:53 PM DAT File 1 KB 

6110/20:511:10 Al\1 ETL ~ile 128 KB 

6/24/20!51.:i:11 AM ETL File ·J KS 

6116/.W:i.S 3:23 Pl·,1 BAK File 123 KB 

GETTING 
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READING LOGS 
> You can use Notepad, but Snooper is preferred 

> Multi purpose debugging tool 

> Parses Server and client trace logs 

> Makes Protocol (SIP and HTTP) messages and traces easier to read 

> Also reads 
Call details 
Stored Procedure Execution reports errors 
Report on Users, conferencing and MCUs 
Server Sip Stack 
Client UCCP 
S4 
Mculnfra C3P (http) 
Focus C3 P (http) 
PSOM/LDM 
Mediation Server 

,f:.j Coovr1gt'.'. 2[!17 Pm,are and cc,nr1.:Jer,:1ai. t i 

.. 



USING SNOOPER 
Snooper - Protocol Message Viewer 

> Left pane shows a status icon, Time, Direction (In/Out), Start of line message, To and From Users 

> Messages can be sorted by clicking on column headers 

Message row color indications: 

> Green - Message that has been marked 

> Dark red - Error message 

> Bright red - Error with the same Call ID as the selected message. 

> White - Incoming message. 

> Bright yellow - Incoming message with the same Call ID as the selected message. 

> Gray- Outgoing message. 

> Dark yellow - Outgoing message with the same Call ID as the selected message. 

f; ::.oow1gi·,t 2017 ~·:1,,2,2 3;·,d c0r:i1jer'.1a. Cl 
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'fiome 

Users 

Topology 

IM and Presence 

Persistent Chat 

Voice Routing 

Voice Featufes 

Response Groups 

Conferencing 

Oients 

Federation and 
External Access 

Monitoring 
and Archiving 

security 

Network: 
Configuration 

iii 

Ii., 

Welcome, Chris Lehr (Admin) 
v View your roles 

Top Actions 
Enabi£ users fur Skype for Bu~iness Server 
Edit or move users 

View topo4ogy sflltus 

"' View Monitoring reports 

SQl.2012· 1 .exttatearn.com 
SQl2012-2,extrateam.com 

Connection to Skype for BtJsiness 
Online 
Check re<.ommendations from Office 365 

You have not signed in to Office 365 
Sign in to Office 365 
Set up hybrid with Skype for Business Online 

~ 
,c., 

~
. 

( 

~ 

Getting Started 
nm Run Cheddist 
Using Control Panel 
Skype for Business Seiver 2015 

Using Office 365 

Getting Help 
Online Documen~tion on TechNet Library 

Skype for Business ~r Management Shell 
Skype for Business Server Management Shell Script Libraiy 
Skype for Business SeNer Resource Kit Tools 

Community 
Forums 
Biogs 

~~el~ 
9:01 AM 
6/24/201, 

READING 
LVNC& 
SKYPE 
FOR 
BUSINESS 
REPORTS 
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Cl Sample Invoice 

©2018 ConvergeOne 



Converge One 

) 

R 199-0000004 

Gloria Bellitti 

Bonnier 

460 N. Orlando Avenue 

Suite 200 
Winter Park, FL 32765 

Invoice Summary 
Invoice Number 

Invoice Cycle 

Invoice Date 

Non-Recurring Charges 

Recurring Charges 

Usage Charges 

r :atory Taxes & Surcharges 

Total Invoice 

3344 Highway 149 
Eagan, MN 55121 

1 

01/01/2017 - 01/31/2017 

01/11/2017 

$ 0.00 

$28,738.16 

$ 333.38 

$1,819.67 

$30,891.21 

Remittanoe Slip 

Please send payments made payable to: 
ConvergeOne, Inc. 
NW5806 
PO Box 1450 
Minneapolis, MN 55485-5806 
651-994-6800 

Please include your Account Number R199.0000004 
For Billing Questions please contacl us at (888} 321~227 

Account Summary 

Account Number 

Previous Balance 

Payments 

Adjustments 

Current Invoice 

Total Balance Due 

Due Date 

Important Notice 
Thank you for your business 

Account Summary 
Account Number 

Invoice Number 

Invoice Date 

Total Balance Due 

Due Date 

R 199-0000004 

$0.00 

$ 0.00 

$ 0.00 

$30,891.21 

$30,891.21 

03/02/2017 

R 199-0000004 

1 
01/11/2017 

$30,891.21 

03/02/2017 



£1 Converge One 

( nents & Adjustments 

3344 Highway 149 
Eagan, MN 55121 

Description _______ -~~:. ____ ------------ _______ --~o~~t __ _ ------------ ----------- --
Total Payments & Adjustments $0.00 

Plsase include your Account Number R199-0000004 
For Billing Question$ please contact us at (888) 321-6227 

2 



C'onve rge nne 

.ount Number: R 199-0000004 

Company/Site: Bonnier 

Site Detail: 

Non-Recurring Charges 

460 N. Orlando Avenue 

Suite 200 

Winter Park, FL 32765 

3344 Highway 149 
Eagan, MN 55121 

Account Number Description _________ _ ~!'.?~~c~ Qe_!~I- ____ D_a~e- ______ f::i~':_ - _ _ Quantity _ _ _ ~'!J~U_!'~ ___ _ 

Total Non-Recurring Charges $0.00 

Recurring Charges 

Account Number Description ______ l:_r~q_uEt_D_e!_ai!_ ___ _F!_0_01 _____ T..9 __ Frequency _ _P!i~~ __ Quantity _ _!-~_?~n~ __ 

R199-0000004 SIP Circuit included, 10/01/2016 10/31/2016 Monthly $ 14.96 288 $4,308.48 
managed support 
license 

R199-0000004 SIP Circuit included, 
managed support 
license 

R199-0000004 SIP Circuit included, 
managed support 
license 

Total Recurring Charges 

Usage Charges 

11/01/2016 11/30/2016 Monthly $ 14.96 293 $4,383.28 

12/01/2016 12/31/2016 Monthly $ 14.96 300 $4,488.00 

$13,179.76 

_A.9~o~~t.!1J~r:!:l~e! __ Description __________________________________ _ ________ - ~~o~~t- ____ _ 

R199-0000004 Voice International Usage 

Total Usage Charges 

Free Measures 

Account Number Description 

R199-0000004 SIP Circuit included, managed support license 

Regulatory Taxes & Surcharges 

$291.10 

$291.10 

Unit Include Usage 

MINUTE UNLIMITED 34,428.00 

Overage 

0.00 

_ -------- _____ Description _________ -------- _____________ _ _____ -----~~o~~t ______ _ 

FL PUC FEE $0.79 

FEDERAL UNIVERSAL SERVICE FUND $226.49 

Pleas& includ& your Awount Number R199.0000004 
For Billing Questions please contact us at (868) 321-&227 



Convorr eOne 

r ·-µlatory Taxes & Surcharges 

3344 Highway 149 
Eagan, MN 55121 

___ ------ _____ Description _____ _ __ ___ --------- ________ __ ___ _ ___ ----~~o~~t _ _____ _ 

FEDERAL COST RECOVERY CHARGE 

FL COMMUNICATION SERVICES TAX 

ST A TE SALES TAX 

LOCAL COMMUNICATIONS SVC. TAX 

FL 911 SURCHARGE 

COUNTY SALES TAX 

Total Regulatory Taxes & Surcharges 

Account Number: R199-0000005 

Company/Site: Bonnier- Chicago 

~ite Detail: Chicago 

-Non-Recurring Charges 

625 N. Michigan Avenue 

Suite 1270 

Chicago, IL 60611 

$25.25 

$199.16 

$21.46 

$164.89 

$20.00 

$3.58 

$661.62 

Account Number Description _ ___ ______ £>!:9~~c~ ~e_!~I- __ __ D_a~e- ______ P_r~E:_ - _ _ Quantity ___ ~'!'~u~~ ___ _ 

Total Non-Recurring Charges $0.00 

Recurring Charges 

Account Number Description ______ l:_r~q_u£t_D_e~aQ ___ _f !:_o~- ____ T~ __ !~:..q~E:_11~~ _ _P_Ii£~ __ Quantity __ A~_?~~ __ 

R199-0000005 SIP Circuit included, 
managed support 
license 

R199-0000005 SIP Circuit included, 
managed support 
license 

R199-0000005 SIP Circuit included, 
managed support 
license 

Total Recurring Charges 

Je Charges 

12/01/2016 12/31/2016 Monthly $ 14.96 

11/01/2016 11/30/2016 Monthly $ 14.96 

10/01/2016 10/31/2016 Monthly $ 14.96 

4 $59.84 

4 $59.84 

4 $59.84 

$179.52 

_A~~o~~t_N~'!'~e_: __ Description ___ __ ____________ __ _ _ ______________________ - ~~o~~t- ____ _ 

Please include your Account Number R1~000004 

For Billin9 Questions please contect us et (888) 321-6227 
4 



CC1nvergel no 

·9e Charges 

3344 Highway 149 
Eagan, MN 55121 

Account Number Description Amount ----------------------------------------·---------------------------------
R199-0000005 

R 199-0000005 

R199-0000005 

Voice Intrastate Usage 

Voice Interstate Usage 

Voice International Usage 

Total Usage Charges 

Free Measures 

Account Number Description Unit Include usage 

$0,00 

$0,00 

$0.00 

$0.00 

Overage 
-------------------------------------------------------------------------
R199-0000005 SIP Circuit included, managed support license MINUTE UNLIMITED 246.00 0.00 

Regulatory Taxes & Surcharges 

Description Amount -------------------------------------------------------------------------
IL STATE 9-1-1 SURCHARGE 

CITY LEASE/RENTAL TAX 

IL STATE IMF 

FEDERAL UNIVERSAL SERVICE FUND 

IL UNIVERSAL SERV. FUND CHARGE 

FEDERAL COST RECOVERY CHARGE 

IL STATE EXCISE TAX 

IL PUC FEE 

CHICAGO SIMPLIFIED TELECOM TAX 

Total Regulatory Taxes & Surcharges 

7unt Number: R199-0000006 

1... -· flpany/Site: Bonnier - Detroit 

Site Detail: 

Please include your Aocount Number R199-0000004 
For Billing Questions please contact us at (888) 321-6227 

5 

3000 Town Center 

Suite 1440 

Southfield, Ml 48075 

$0,00 

$5,18 

$0.18 

$2.40 

$0,08 

$0,26 

$2,18 

$0,00 

$2, 18 

$12.46 



Conver£Jef ne 

·;-Recurring Charges 

3344 Highway 149 
Eagan, MN 55121 

Account Number Description __________ Product Detail ____ Date _ _ _ _ _ Price _ _ _ Quantity ___ Amount ___ _ 

Total Non-Recurring Charges $0,00 

Recurring Charges 

Account Number Description ______ ~r~~u£t_D_e!._aQ ___ _F!:_o~- ___ _T..? _ _ Frequency _ _P_!"i~«:_- _ Quantity __ A~_?~~ _ _ 

R199-0000006 , SIP Circuit included, 
managed support 
license 

R199-0000006 SIP Circuit included, 
managed support 
license 

R199-0000006 SIP Circuit included, 
managed support 
license 

Total Recurring Charges 

Usage Charges 

12/01/2016 12/31/2016 Monthly 

11/0112016 11/30/2016 Monthly 

10/01/2016 10/31/2016 Monthly 

$ 14.96 5 $74.80 

$14,96 5 $74.80 

$ 14.96 5 $74,80 

$224.40 

~']_t_N~l_!l~e! __ Description ___________ _ ________ _ _________ _ _ _ __________ - ~~o~~t- ____ _ 

R199_0000006 Voice Intrastate Usage $0.00 

R 199-0000006 Voice Interstate Usage $0,00 

Total Usage Charges $ 0,00 

Free Measures 

Account Number Description Unit Include Usage Overage 
------------------- ------------------------------------------------------
R 199-0000006 SIP Circuit included, managed support license MINUTE UNLIMITED 1,251.00 0.00 

Regulatory Taxes & Surcharges 

Description Amount -------------------------------------------------------------------------
STATE 911 TAX 

COUNTY 911 CHARGE-RESOLUTION 

Ml RESTRUCT MECHANISM FUND FEE 

Please lncluda your Account Number R 199-0000004 
For Billing Question& please contact us at (888) 321-6227 

6 

$1,90 

$2,80 

$0,08 



c, Jnverk!e One 

,.. \µlatory Taxes & Surcharges 

3344 Highway 149 
Eagan, MN 55121 

___ -------- ___ Description ___ __ _ _ ___________ ---- - -- -------- ____ _ ---~~o~~t _ _____ _ 

FEDERAL UNIVERSAL SERVICE FUND 

ST ATE SALES TAX 

STATE USE TAX 

FEDERAL COST RECOVERY CHARGE 

Total Regulatory Taxes & Surcharges 

Account Number: R199-0000007 

Company/Site: Bonnier - Indianapolis 

Site Detail: 

Non-Recurring Charges 

838 N. Delaware Street 

Indianapolis, IN 46204 

$3.00 

$4.30 

$2.36 

$0.34 

$14.78 

Account Number Description __________ _E>~~~c~ ~E:!~1- _ ___ D_a~e- __ _ ___ P!~E:.- __ Quantity _ _ _ ~12:'~U!l~ ___ _ 
I 

, . . .11 Non-Recurring Charges $0.00 

Recurring Charges 

Account Number Description ___ _ __ ':r~q_u~t_D.J!_a~ ___ f~o.!_Tl _____ T~ __ _F!:.q~:.n.:~ __ P_!i~e- __ Quantity ___ A~.9~n~ __ 

R199-0000007 SIP Circuit included, 
managed support 
license 

R199-0000007 SIP Circuit included, 
managed support 
license 

R199-0000007 SIP Circuit included, 
managed support 
license 

Total Recurring Charges 

Usage Charges 

12/01/2016 12/31/2016 Monthly $ 14.96 

11/01/2016 11/30/2016 Monthly $ 14.96 

10/01/2016 10/31/2016 Monthly $ 14.96 

22 $329.12 

22 $329.12 

22 $329.12 

$987.36 

_A_:<?_O~~t_!-J~~~eI _ _ Description _________ _ ________ _ ____________ __ ________ __ -~~o~~t- ____ _ 

R 199-0000007 Voice Interstate Usage 

; 

R1 ~9-0000007 Voice International Usage 

Please includ~ your Account Number R199-<l000004 

For Billing Quest101u please contact us at (888) 321~227 
7 

$0.00 

$0.04 



I ~orn ergoOne 

ge Charges 

3344 Highway 149 
Eagan, MN 55121 

_A~~o~~t_N~l2_l~e_! __ Description ___________ _ _ _ _____________________________ - ~~o~~t- ____ _ 

R199_0000007 Voice Intrastate Usage $0.00 

Total Usage Charges $0.04 

Free Measures 

Account Number Description Unit Include Usage Overage 
--------- ----------------------------------------- -----------------------
R199-0000007 SIP Circuit included, managed support license MINUTE UNLIMITED 2,617.00 0.00 

Regulatory Taxes & Surcharges 

Description Amount -------- . ----------------------------------------------------------------
IN UTILITY RECEIPTS TAX 

FEDERAL UNIVERSAL SERVICE FUND 

IN TELECOM RELAYS SYS SURCHARGE 

FEDERAL COST RECOVERY CHARGE 

STATE SALES TAX 

IN STATE 911 FEE 

IN UNIVERSAL SERVICE FUND 

Total Regulatory Taxes & Surcharges 

Account Number: R 199-0000008 

Company/Site: Bonnier - Ft Lauderdale 

Site Detail: 

Non-Recurring Charges 

1500 Cordova Road 

Suite 204 
Ft Lauderdale, FL 33316 

$2.24 

$13.21 

$1.32 

$1.48 

$34.40 

$44.00 

$0.30 

$96.95 

Account Number Description __________ !'~~~c!_ ~~~I- __ _ _ o_a~e- ______ ~i~<:_ - __ Quantity ___ ~12_l~U!'~ ___ _ 

Tr...,! Non-Recurring Charges $0.00 

Please include your Account Number R199-0000004 
For Billing QuestiOM please contact us at (888) 321-6227 

e 



E.I ConvergeOne 

,. 'µrring Charges 

3344 Highway 149 
Eagan, MN 55121 

Account Number Description _____ _ l:.r~~uEt_D~~a~ _ __ f!_Oil1 _____ T_? __ Frequency _ _P_!'i~~ __ Quantity ___ A~_?~~ __ 

R199-0000008 SIP Circuit included, 12/01/2016 12/31/2016 Monthly $ 14.96 7 $104.72 
managed support 
license 

R199-0000008 SIP Circuit included, 
managed support 
license 

R199-0000008 SIP Circuit included, 
managed support 
license 

Total Recurring Charges 

Usage Charges 

11/01/2016 11/30/2016 Monthly 

10/01/2016 10/31/2016 Monthly 

$ 14.96 7 $104.72 

$ 14.96 7 $104.72 

$314.16 

_A~~o~12_t _N~12:1~e_! __ Description _ ___ _ ____________________________________ _ __ ~~o~~t-____ _ 

R 199-0000008 

R 199-0000008 

)-0000008 

Voice Interstate Usage 

Voice Intrastate Usage 

Voice International Usage 

Total Usage Charges 

Free Measures 

Account Number Description 

R 199-0000008 SIP Circuit included, managed support license 

Regulatory Taxes & Surcharges 

Unit Include Usage 

$0.00 

$0.00 

$12.79 

$12.79 

MINUTE UNLIMITED 2,106.00 

Overage 

0.00 

Description Amount ----------------------------- --------------------------------------------
FL PUC FEE $0.02 

FEDERAL UNIVERSAL SERVICE FUND $6.34 

FEDERAL COST RECOVERY CHARGE $0.70 

FL COMMUNICATION SERVICES TAX $5.21 

ST A TE SALES TAX $0.50 

Pleas& includ& your Acoount Number R199.0000004 
For Billing Questions please contact us at (888) 321-6227 

9 



Cnnverge r tne 

r . 'µlatory Taxes & Surcharges 

3344 Highway 149 
Eagan. MN 55121 

__ ----- - -- - ___ Description ____________ _ __ ------ _ ------ ______ -------~o~~t- _____ _ 

LOCAL COMMUNICATIONS SVC. TAX 

FL 911 SURCHARGE 

Total Regulatory Taxes & Surcharges 

Account Number: R199-0000009 
Company/Site: Bonnier- Irvine 

Site Detail: 

Non-Recurring Charges 

15255 Alton Parkway 

Suite 300 
Irvine, CA 92618 

$3.65 

$5.60 

$22.02 

Account Number Description __________ £>~~~c.!_ ~e_!~I- ___ _ D_a.!_e _______ P!i:::. _ _ _ Quantity ___ ~'2_1~U!'!_ ___ _ 

Total Non-Recurring Charges $0.00 

Recurring Charges 

iunt Number Description __ _ ___ l:r~q_u£t_D~~a~ ___ _y~o~- ____ T~ _ _ Frequency _ _P_!i~<:_ _ _ Quantity ___ A~_?~n_! __ 

R199-0000009 SIP Circuit included, 
managed support 
license 

R199-0000009 SIP Circuit included, 
managed support 
license 

R199-0000009 SIP Circuit included, 
managed support 
license 

Total Recurring Charges 

Usage Charges 

12/01/2016 12/31/2016 Monthly $ 14.96 63 $942.48 

11/01/2016 11/30/2016 Monthly $ 14.96 63 $942.48 

10/01/2016 10/31/2016 Monthly $ 14.96 63 $942.48 

$2,827.44 

Account Number Description Amount --- -------------------------- --------------------------------------------
R 199-0000009 

R 199-0000009 

R 199-0000009 

) 

Voice International Usage 

Voice Intrastate Usage 

Voice Interstate Usage 

Tcnal Usage Charges 

Pl&as~ include your Acc.o,mt Number R189-0000004 
For BIiiing Quel!tions please contact us st (888) 321-6227 

10 

$0.22 

$0.00 

$0.00 

$0.22 



r,onvergonne 

. ~ '1 Measures 

Account Number Description 

R 199-0000009 SIP Circuit included, managed support license 

Regulatory Taxes & Surcharges 

Unit Include Usage 

MINUTE UNLIMITED 3,724.00 

3344 Highway 149 
Eagan, MN 55121 

Overage 

0.00 

______________ Description ____________________________ _ ____________ ~o~~t- _____ _ 

CA TELECOM RELAY SYSTEMS SURCHARGE 

CA EMERG TEL. USERS SURCHARGE 

CA UNIVERSAL LIFELINE SURCHARGE 

FEDERAL UNIVERSAL SERVICE FUND 

FEDERAL COST RECOVERY CHARGE 

LOCAL UTILITY USERS TAX 

CA TELECONNECT FUND 

CA HIGH COST FUND(A} SURCHARGE 

CA P.U.C. FEE 

Total Regulatory Taxes & Surcharges 

Account Number: R199-0000010 

Company/Site: Bonnier- Mequon WI 

Site Detail: 

Non-Recurring Charges 

1285 Sunnyridge Road 

Suite 201 

Pewaukee, WI 53072 

$1.14 

$1.70 

$10.78 

$37.84 

$4.22 

$7.66 

$2.44 

$0.78 

$0.32 

$66.88 

Account Number Description _________ _ ~~~~c~ Q~~I- ____ D_a~e _______ f:.ri.:!1:_ _ _ _ Quantity ___ ~r:!_l~U_!l~ ___ _ 

Total Non-Recurring Charges $0.00 

Recurring Charges 

p 'unt Number Description Product Detail From To Frequency Price Quantity Amount 
I 

Pleas& Include your Account Number R199-0000004 
For Billing Questions please contecl us at (888) 321-<l227 

11 



t :onve rge r na 

,. -µrring Charges 

3344 Highway 149 
Eagan, MN 55121 

Account Number Description __ ____ l:_ro'!_u£t_D~!_aQ ___ __F:_o~- __ _ _ T~ _ _ Frequency __ P_!"i~e_ __ -~u~~i_!y ___ A.!_TI_9~n~ __ 

R199-0000010 SIP Circuit included, 
managed support 
license 

R199-0000010 SIP Circuit included, 
managed support 
license 

R199-0000010 SIP Circuit included, 
managed support 
license 

Total Recurring Charges 

Usage Charges 

12/01/2016 12/31/2016 Monthly $ 14.96 

11/01/2016 11/30/2016 Monthly $ 14.96 

10/01/2016 10/31/2016 Monthly $ 14.96 

10 $149.60 

10 $149.60 

10 

$448.80 

_AE~o~~t~~~~e_!: __ Description _______________________ _ ____________ --------~~o~~t _____ _ 

R199_0000010 Voice International Usage $0.18 

R 199-0000010 Voice Interstate Usage 

)-0000010 Voice Intrastate Usage 

Total Usage Charges 

Free Measures 

Account Number Description 

R 199-0000010 SIP Circuit included, managed support license 

Regulatory Taxes & Surcharges 

Unit Include Usage 

$0.00 

$0.00 

$ 0.18 

MINUTE UNLIMITED 5,022.00 

Overage 

0.00 

_ _____________ Description ------- __ --------- _____________ -------- --~~o~~t ______ _ 

WI POLICE & FIRE PROTECTION FEE 

WI UNIVERSAL SERVICE FUND 

FEDERAL UNIVERSAL SERVICE FUND 

STATE SALES TAX 

STADIUM TAX 

PleasB Include your Account Number R199-0000004 
For Billing Queetions plea&~ contact 1.1$ at (888) 321-6227 

12 

$15.00 

$0.00 

$6.03 

$11.11 

$0.22 



L.onve.rrJo no 

,. ·-µlatory Taxes & Surcharges 

3344 Highway 149 
Eagan, MN 55121 

________ __ ____ Description _____________________ _ _________________ --~112.0~~t- _____ _ 

FEDERAL COST RECOVERY CHARGE 

WI TEACH/UW-SYSTEM/BADGER LINK 

Total Regulatory Taxes & Surcharges 

Account Number: R199-0000011 

Company/Site: Bonnier - Middletown RI 

Site Detail: 

Non-Recurring Charges 

55 Hammarlund Way 

Middletown. RI 02840 

$0.66 

$0,08 

$33.10 

Account Number Description __________ ~~~~c~ ~~~I- ___ _D_a~e _______ P_!"i~~ _ _ _ Quantity ___ ~'2:l~u~~ ___ _ 

Total Non-Recurring Charges $0.00 

Recurring Charges 

.unt Number Description ___ _ __ l:_r~<!_uEt_D~~ai! ___ _F!:_o~- __ __ T~ __ _F~E:_q~~.:~ _ _P_Ii~e- __ Quantity _ !'~_?~n~ __ 

R199-0000011 SIP Circuit included, 
managed support 
license 

R199-0000011 SIP Circuit included, 
managed support 
license 

R199-0000011 SIP Circuit included, 
managed support 
license 

Total Recurring Charges 

Usage Charges 

12/01/2016 12/31/2016 Monthly 

11/01/2016 11/30/2016 Monthly 

10/01/2016 10/31/2016 Monthly 

$14.96 18 $269.28 

$ 14.96 18 $269.28 

$ 14,96 18 $269,28 

$807.84 

_!\~~o~~t_N~'!l~e! __ Description __________________________________________ --~112.o~~t- ____ _ 

R 199-0000011 

R 199-0000011 

R199-0000011 

Voice International Usage 

Voice Intrastate Usage 

Voice Interstate Usage 

Total Usage Charges 

Please include your Account Number R199-0000004 
For Billing Que5lions please oontsct I.I$ at (888) 321-6227 

13 

$3,18 

$0.00 

$0,00 

$ 3.18 



Converge r lne 

,... 1 Measures 
I 

Account Number Description Unit Include Usage 

3344 Highway 149 
Eagan, MN 55121 

R 199-0000011 SIP Circuit included, managed support license MINUTE UNLIMITED 2,836.00 

Overage 

0.00 

Regulatory Taxes & Surcharges 

______________ Description _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ Amount ______ _ 

RI STATE 911 SURCHARGE $36.00 

RI PUBLIC SERVICES CORP. TAX $7.64 

FEDERAL UNIVERSAL SERVICE FUND $11.33 

FEDERAL COST RECOVERY CHARGE $1.26 

STATE SALES TAX $28.79 

Total Regulatory Taxes & Surcharges $85.02 

Account Number: R199-0000012 2 Park Avenue 

Company/Site: Bonnier - 2 Park Ave, NY New York, NY 10016 

Site Detail: 

Non-Recurring Charges 

Account Number Description __________ ~~~1:_c.!_ Qe_!~I- ____ D_a~e _______ P_ri~~ _ _ _ Quantity ___ ~~~U_!l~ ___ _ 

Total Non-Recurring Charges $0.00 

Recurring Charges 

Account Number Description __ _ ___ l:r~q_u£t_D~~a~ ___ _F!_o~- ____ T_? __ Frequency __ P_!'i~~ __ Quantity __ A~_?~~ __ 

R199-0000012 SIP Circuit included, 
managed support 
license 

R199-0000012 SIP Circuit included, 
managed support 
license 

R199-0000012 SIP Circuit included, 
managed support 

) license 

Total Recurring Charges 
Pleage include your Aeoount Number R199-0000004 
For Billing Qu&stion& pl&as& contact us st (888) 321-0227 

10/01/2016 10/31/2016 Monthly $ 14.96 214 $3,201.44 

12/01/2016 12/31/2016 Monthly $ 14.96 211 $3,156.56 

11/01/2016 11/30/2016 Monthly $ 14.96 210 $3,141.60 

$9,499.60 

14 



I CnnvBrqe nE! 

v -,~e Charges 

3344 Highway 149 
Eagan, MN 55121 

_A~~o~~t_!-J~~~e~ _ _ Description __________ _ __ _ _____________________________ - ~~o~~t- ____ _ 

R 199-0000012 Voice International Usage $25,87 

Total Usage Charges $ 25.87 

Free Measures 

Account Number Description Unit Include Usage Overage 
-------------------------------------------------------------------------
R 199-0000012 SIP Circuit included, managed support license MINUTE UNLIMITED 36,382.00 0.00 

Regulatory Taxes & Surcharges 

Amount Description -------------------------------------------------------------------------
NYC E-911 SURCHARGE 

FEDERAL UNIVERSAL SERVICE FUND 

LOCAL GROSS RECEIPTS TAX 

METRO COMMUTER TRANS. DISTRICT 

STATE SALES TAX 

NY STATE EXCISE TAX 

FEDERAL COST RECOVERY CHARGE 

COUNTY SALES TAX 

NY MT A SURCHG ON EXCISE TAX 

Total Regulatory Taxes & Surcharges 

Account Number: R199-0000015 

Company/Site: Bonnier- Ft Lauderdale 305 

Site Detail: 

jRecurring Charges 

1500 Cordova Road 

Suite 204 

Ft Lauderdale, FL 33316 

$150,00 

$130,60 

$32.45 

$17,86 

$190,59 

$44,33 

$14,56 

$214,39 

$10,52 

$805,30 

Account Number Description ________ _ _ .l:'!:?~~c~ Qe~~I- ____ D_a~e _______ P!i~':_ _ _ _ Quantity ___ ~r:!'~u!l~ ___ _ 

PleaH includ& your Aocount Number R188-0000004 
For BIiiing Questions please contact us at (868) 321-6227 
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--:onverqe I H1s 

~
1 
Non-Recurring Charges 

Recurring Charges 

3344 Highway 149 
Eagan, MN 55121 

$0.00 

Account Number Description ______ ':_r~~u~t_D~~a~ __ _ f.!:_O~- ____ T..9 _ _ Frequency _ __P_!i~f:_ - _ Quantity ___ A~_?~n~ __ 

R199-0000015 SIP Circuit included, 
managed support 
license 

R199-0000015 SIP Circuit included, 
managed support 
license 

R199-0000015 SIP Circuit included, 
managed support 
license 

Total Recurring Charges 

Usage Charges 

12/01/2016 12/31/2016 Monthly $ 14.96 

11/01/2016 11/30/2016 Monthly $ 14.96 

10/01/2016 10/31/2016 Monthly $ 14.96 

1 $14.96 

$14.96 

$14.96 

$44.88 

_A~~o~12_t_!-J~~~e_: __ Description _______________________________ _ ____________ Amount _ _ ___ _ 

r 'C)-0000015 

R 199-0000015 

Voice Intrastate Usage 

Voice Interstate Usage 

Total Usage Charges 

Free Measures 

Account Number Description Unit Include Usage 

$0.00 

$0.00 

$0.00 

Overage 
-------------------------------------------------------------------------
R 199-0000015 SIP Circuit included. managed support license MINUTE UNLIMITED 1,209.00 0.00 

Regulatory Taxes & Surcharges 

Description Amount ---------------------------- --------------------- ------------------------
FL PUC FEE $0.00 

FEDERAL UNIVERSAL SERVICE FUND $0.60 

FEDERAL COST RECOVERY CHARGE $0.06 

FL COMMUNICATION SERVICES TAX $0.58 

Please Include your Accour,t Number R19~0000004 
For Billing Questions pl~ase contact I.I$ et (888) 321 <1227 
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'"" \,µlatory Taxes & Surcharges 

3344 Highway 149 
Eagan, MN 55121 

Description Amount -------------------------------------------------------------------------
STATE SALES TAX 

LOCAL COMMUNICATIONS SVC. TAX 

FL 911 SURCHARGE 

Total Regulatory Taxes & Surcharges 

Account Number: R199-0000016 

Company/Site: Bonnier - HOME Alisa Nadler 

Site Detail: 

Non-Recurring Charges 

4983 Spring Rock Road 

Mountain Brook, AB 35223 

$0.08 

$0.40 

$0.80 

$2.52 

Account Number Description __________ £>~~~c~ 12_8_!~1- ____ DJ~e- ______ ~i~E:_ - _ _ Quantity ___ ~'!'~u~~ ___ _ 

Total Non-Recurring Charges $0.00 
,, 

;urring Charges 

Account Number Description ______ i:.r~q_u~t_D~!_a~ ___ _F.!:_O_£n _____ T_? __ _F_!::_q~:.n~~ _ _P_!'i~e_ __ -~~~i!_Y ___ A~_?~~ __ 

R199-0000016 SIP Circuit included, 
managed support 
license 

R199-0000016 SIP Circuit included, 
managed support 
license 

R199-0000016 SIP Circuit included, 
managed support 
license 

Total Recurring Charges 

Usage Charges 

12/01/2016 12/31/2016 Monthly 

11/01/2016 11/30/2016 Monthly 

10/01/2016 10/31/2016 Monthly 

$14.96 1 $14.96 

$ 14.96 1 $14.96 

$ 14.96 1 $14.96 

$44.88 

_A~~o~12_tI'J~'!'~e2: __ Description __ _ ________________________________________ - ~n.!_O~~t- ____ _ 

R 199-0000016 

R 199-0000016 

) 

Voice Intrastate Usage 

Voice Interstate Usage 

Total Usage Charges 

Please include your Account Number R199-0000004 
For 811111'19 Questions please contact us at (886) 32\.j,227 
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$0.00 

$0.00 

$0.00 



f .onverge f Jne 

,- 1 Measures 

A ccount Number Description 

R 199-0000016 SIP Circuit included, managed support license 

Regulatory Taxes & Surcharges 

Unit Include Usage 

MINUTE UNLIMITED 662.00 

3344 Highway 149 
Eagan, MN 55121 

Overage 

0.00 

______________ Description _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ Amount ______ _ 

FEDERAL UNIVERSAL SERVICE FUND 

AL UTILITY PRIVILEGE LIC. TAX 

FEDERAL COST RECOVERY CHARGE 

CITY SALES TAX 

STA TE SALES TAX 

SCHOOL/ EDUCATION TAX 

COUNTY SALES TAX 

AL STATE 9-1-1 CHARGE 

Total Regulatory Taxes & Surcharges 

Account Number: R199-0000017 

Company/Site: Bonnier- HOME Brian Peterson 

Site Detail: 

Non-Recurring Charges 

12154 East 16th Place 

Bellevue, WA 98005 

$0.60 

$0.48 

$0.06 

$0.58 

$0.58 

$0.14 

$0.14 

$3.50 

$6.08 

Account Number Description __________ £>~~~c~ Qe_!~I- ____ D_a~e _______ ~i:':. _ _ _ Quantity ___ ~r:!:~U_!l~ ___ _ 

Total Non-Recurring Charges $0.00 

Recurring Charges 

Account Number Description ______ l:_r~d_u~t_D_e~a~ ___ f!:_O_!!l _____ T...9 __ Frequency _ _P_!i~E:_ - _ Quantity _ __ A~_?~~ __ 

R 199-0000017 SIP Circuit included, 
managed support 
license 

Please include your Account Number R199-0000004 
For Billing Questions p1eae& contact us st (888) 321-6227 

12/01/2016 12/31/2016 Monthly 
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I Converrt3 lns 

r \urring Charges 
I 

3344 Highway 149 
Eagan, MN 55121 

Account Number Description ______ l:r~q_u~t_D~!_a~ ___ _F.!:_0!11 _____ T...9 __ Frequency __ P_!"i~e_ __ Quantity ___ A!11_?~n~ __ 

R199-0000017 SIP Circuit included, 
managed support 
license 

R199-0000017 SIP Circuit included, 
managed support 
license 

Total Recurring Charges 

Usage Charges 

11/01/2016 11/30/2016 Monthly $ 14.96 

10/01/2016 10/31/2016 Monthly $ 14.96 

1 $14.96 

1 $14.96 

$44.88 

_A}:c_o~~t _N ~':!'~e.! __ Description _____________________ _ ______________________ ~o~~t- ____ _ 

R199_0000017 Voice Intrastate Usage $0.00 

R199-0000017 

R199-0000017 

Voice International Usage 

Voice Interstate Usage 

Tntal Usage Charges 

.. 
Free Measures 

Account Number Description 

R199-0000017 SIP Circuit included, managed support license 

Regulatory Taxes & Surcharges 

Unit Include Usage 

MINUTE UNLIMITED 921.00 

$0.00 

$0.00 

$0.00 

Overage 

0.00 

~~~oo A~~ --------------------------------------------------------------- ----------
KING CO. 911 SURCHARGE 

FEDERAL UNIVERSAL SERVICE FUND 

FEDERAL COST RECOVERY CHARGE 

ST A TE SALES TAX 

LOCAL UTILITY GRS RECEIPTS TAX 

WA STATE 911 SURCHARGE 

COUNTY SALES TAX 

Pfea~e Include your Acoount Number R188-0000004 
For Billing auestjons plaase contact us at {888) 321-6227 
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$1.40 

$0.60 

$0.06 

$1.46 

$0.50 

$0.50 

$0.48 



I ( .onvergr:11 ne 

i Regulatory Taxes & Surcharges 

Account Number: R 199-0000018 
Company/Site: Bonnier- HOME Ted Ruegg 

Site Detail: 

Non-Recurring Charges 

300 State Street 

Annapolis, MD 21403 

3344 Highway 149 
Eagan, MN 55121 

$5.00 

Account Number Description __________ £>~~~c~ Qe_!a_!I _____ D_a~e- ______ P_!'i5'.E:_ _ _ _ Quantity ___ ~~~U_!'~ ___ _ 

Total Non-Recurring Charges $0.00 

Recurring Charges 

Account Number Description __ _ ___ ':_r~q_u~t_D_e!_a~ ___ f !_o~- ____ T..9 __ !~<:_q~':_n-9~ _ _P_!'i~~ __ Quantity _ __ A~_g~n~ __ 

R199-0000018 SIP Circuit included, 
managed support 
license 

R199-0000018 SIP Circuit included, 
managed support 
license 

F< ,:/9-0000018 SIP Circuit included, 
managed support 
license 

Total Recurring Charges 

Usage Charges 

12/01/2016 12/31/2016 Monthly $ 14.96 

11/01/2016 11/30/2016 Monthly $ 14.96 

10/01/2016 10/31/2016 Monthly $ 14.96 

1 $14.96 

1 $14.96 

1 $14.96 

$44.88 

Account Number Description Amount -------------------------------------------------------------------------
R199-0000018 Voice Interstate Usage 

Total Usage Charges 

Free Measures 

Account Number Description 

R 199-0000018 SIP Circuit included, managed support license 

Rt:l11ulatory Taxes & Surcharges 

Unit Include 

MINUTE UNLIMITED 

Usage 

11.00 

$0.00 

$0.00 

Overage 

0.00 

Description Amount -------------------------------------------------------------------------

Plsase includ8 your Acoount Number R199.0000004 
For Blllln9 Questions please contact us at (888) 321 ~227 
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c, 1nverge One 

r- ,1ulatory Taxes & Surcharges 

3344 Highway 149 
Eagan, MN 55121 

___________ __ _ Description _________________________________________ ~~o~~t- _____ _ 

FEDERAL UNIVERSAL SERVICE FUND 

FEDERAL COST RECOVERY CHARGE 

UNIVERSAL SERVICE FEE 

MD STATE 911 SURCHARGE 

ANNEARUNDELC0.911SURCHARGE 

MD ST A TE FRANCHISE FEE 

Total Regulatory Taxes & Surcharges 

Account Number: R199-0000019 

Company/Site: Bonnier -HOME David Benz 

Site Detail: 

.. 
Non-Recurring Charges 

1103 Sea Breeze Lane 

Gulf Breeze, FL 32563 

$0.60 

$0.06 

$0.10 

$0.50 

$1.50 

$0.04 

$2.80 

Account Number Description __________ ~~~~c~ ~e_!~I- ____ D_a~e- ______ ~i.::.. _ _ _ Quantity ___ ~l_!l~U_!l~ ___ _ 

Total Non-Recurring Charges $0.00 

Recurring Charges 

Account Number Description _____ _ l:.r2q_u_2t_D~~a_!! ___ f!_0_01 ____ To __ !!:.q~:.n-9~ _ __P!i~<:_ - __ Q_u~~i!_Y ___ A~-9~~ __ 

R199-0000019 SIP Circuit included. 12/01/2016 12/31/2016 Monthly $ 14.96 1 $14.96 
managed support 
license 

R199-0000019 SIP Circuit included, 
managed support 
license 

R199-0000019 SIP Circuit included, 
managed support 
license 

Total Recurring Charges 

Je Charges 
I 

11/01/2016 11/30/2016 Monthly $ 14.96 1 $14.96 

10/01/2016 10/31/2016 Monthly $ 14.96 1 $14.96 

$44.88 

_A~~o~~t _N~l_!l~e! __ Description _____________________________ __ _ __ __________ ~~o~~t-____ _ 

Please Include yO<Jr Account Number R199-0000004 
For Billing Queetions please contact us at (888) 321-6227 
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'l,
1 
Usage Charges 

Free Measures 

Account Number Description Unit 

Regulatory Taxes & Surcharges 

Include Usage 

3344 Highway 149 
Eagan, MN 55121 

$0.00 

Overage 

-------- ______ Description _______________________ ----------------- - ~o~~t ______ _ 

FL PUC FEE 

FEDERAL UNIVERSAL SERVICE FUND 

FEDERAL COST RECOVERY CHARGE 

FL COMMUNICATION SERVICES TAX 

ST A TE SALES TAX 

LOCAL COMMUNICATIONS SVC. TAX 

FL 911 SURCHARGE 

COUNTY SALES TAX 

Total Regulatory Taxes & Surcharges 

Account Number: R 199-0000020 

Company/Site: Bonnier - HOME Julie Kittridge 

Site Detail: 

Non-Recurring Charges 

3113 W. Tambay Avenue 

Tamp, FL 33611 

$0.00 

$0.60 

$0.06 

$0.58 

$0.08 

$0.40 

$0.80 

$0.02 

$2.54 

Account Number Description ________ _ _ £>!:?~~c~ ~~~I- ____ D_a~e _______ ~i~I:_ _ _ _ Quantity ___ ~~~U_!'~ ___ _ 

Total Non-Recurring Charges $0.00 

Recurring Charges 

/l' "Unt Number Description ______ ':r~q_u~t_D~!_a~ ___ _F!_O~- ____ T_? __ Frequency __ P!i~E:_ - _ -~~~i_!y ___ A_m_?~n~ __ 

Please Include your A=unt Number R199-0000004 
For Billing Questions please contact U$ at (888) 321-6227 
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Convergo rJne 

r '~rring Charges 

3344 Highway 149 
Eagan, MN 55121 

Account Number Description __ _ ___ l:r~~U£t_D~!_a~ __ _ !!:.OE"__ _ _ T..9 __ !.!:E:..q~<:_n~~ __ P_!'i~~ _ _ Quantity ___ A~~~ __ 

R199-0000020 SIP Circuit included, 12/01/2016 12/31/2016 Monthly $ 14.96 1 $14.96 
managed support 
license 

R199-0000020 SIP Circuit included, 
managed support 
license 

R199-0000020 SIP Circuit included, 
managed support 
license 

Total Recurring Charges 

Usage Charges 

11/01/2016 11/30/2016 Monthly $ 14.96 $14.96 

10/01/2016 10/31/2016 Monthly $ 14.96 $14.96 

$44.88 

_A~~O_!:l~t_N~'!'~e..!: __ Description ______________________ _ ____________________ - ~~o~~t- ____ _ 

R 199-0000020 

R 199-0000020 

Voice Intrastate Usage 

Voice Interstate Usage 

.: Usage Charges 

Free Measures 

Account Number Description 

R 199-0000020 SIP Circuit included, managed support license 

Regulatory Taxes & Surcharges 

Unit Include 

MINUTE UNLIMITED 

Usage 

11.00 

$0.00 

$0.00 

$0.00 

Overage 

0.00 

Description Amount -------------------------------------------------------------------------
FL PUC FEE $0.00 

FEDERAL UNIVERSAL SERVICE FUND $0.60 

FEDERAL COST RECOVERY CHARGE $0.06 

FL COMMUNICATION SERVICES TAX $0.58 

STATE SALES TAX $0.08 

LOCAL COMMUNICATIONS SVC. TAX $0.46 

Please includs your Account Number R199-0000004 
For Billing Ou&$tlons please cootact us et (888) 321-6227 
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"' '1ulatory Taxes & Surcharges 

3344 Highway 149 
Eagan, MN 55121 

______________ Description _______________________________________ --~112.o~~t ______ _ 

FL 911 SURCHARGE $0.80 

COUNTY SALES TAX $0.02 

Total Regulatory Taxes & Surcharges $2.60 

) 

Plea~ Include your Account Number R199-0000004 
For Billing Questions please contecl us at (888) 321-6227 
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STATE OF NEBRASKA 
United States of America, 
State of Nebraska 

} ss . 
} 

Secretary of State 
State Capitol 
Lincoln, Nebraska 

I, John A. Gale, Secretary of State of the 
State of Nebraska, do hereby certify that 

CONVERGEONE, INC. 

a Minnesota corporation is authorized to transact business in Nebraska; 

that no occupation taxes due from and assessable against the Corporation are 
unpaid and have become delinquent; 

that no annual or biennial report required to be forwarded by the 
Corporation to the Secretary of State has become delinquent; 

that a Certificate of Withdrawal has not been filed. 

This certificate is not to be construed as an endorsement, 
recommendation, or notice of approval of the entity's financial 

condition or business activities and practices. 

In Testimony Whereof, I have hereunto set my hand and 
affixed the Great Seal of the 

State of Nebraska on this date of 

1VIay 31, 2018 

Secretary of State 

Verification ID be29320 has been assigned to this document. Go tone.gov/go/validate to validate authenticity for up to 12 months. 
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E.I ConvergeOne 

Analog Pricing 
Based on ports reqvired per site 

tlll:ljTJ"""J 1!.l:g_;m' •u-r.1ut;lftf:ll'ii1 e1.i11~111i1 • ;n1 11:r.i::,a,J . l'i'Ul~lli!l 0 t i ~ • 
,, t , uu 11t::l~1i 

2 Analog ports $ 12.85 2 port minimum per site s 13.49 $ 14.16 $ 14.87 $ 15.61 $ 16.40 

8 Analog Ports $ S.63 $ 5.91 $ 6.21 s 6.52 s 6.85 $ 7.19 

24 Analog Ports $ 3.38 $ 3.55 $ 3.73 $ 3.92 s 4.11 $ 4.32 

72 Analog Ports $ 4.18 $ 4.39 s 4.61 $ 4.84 $ 5.08 s 5.34 

144 Analog Ports $ 3.40 $ 3.57 $ 3.75 $ 3.93 $ 4.13 s 4.34 

216 Analog Ports s 3.12 s 3.28 $ 3.44 $ 3.61 $ 3.79 $ 3.98 

288 Analog Ports $ 2.86 $ 3.00 $ 3.15 $ 3.31 $ 3.48 $ 3.65 

Note: Analog gateways and pricing does not include Managed Services. We typically find the ancillary devices do not require such services. 
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